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The purpose of this dissertation is to focus attention on the problems which 
non-profit organizations face in dealing with employee dissatisfaction and turnover 
among clerical staffwhose principal responsibility is data entry. To address the 
problem, a presentation on the background, a discussion of the managerial and 
information systems implications, and an end-user needs assessment culminated in 
the development of an online help system for an IBM AS/400-based membership 
management package. 
The system enables the data entry staff to easily locate the answers to 
most of their commonly asked questions without leaving their workstation, thus 
reducing the need for as well as the cost of attendance at formal training programs. 
It also serves to improve the self-esteem of these employees, as they gain 
confidence in being able to address their own problems rather than continually 
calling the information systems department or asking their supervisor for 
assistance. 
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Introduction 
Chapter I 
Introduction 
The Greater New York Councils, Boy Scouts of America (GNYC), a non-profit 
organization, has served the youth of New York City since 1910 (Annual Report, 1994). S.A. 
Jervis, Director of Support Service, (personal Communication, November 3, 1995) states that 
130 full-time employees and 15,000 volunteer leaders work with over 118,000 young adults 
within the five boroughs of New York City. 
According to Johnston and Rudney (1987), in 1985 nonprofit organizations employed 7.8 
million persons, representing 7.3 percent of all employed workers. This number is projected to 
reach 9.3 million workers by 1996. One third of these employees (compared with 24 percent of 
the total civilian labor force) had not completed four years of high school. Only about 52 percent 
of nonprofit workers were employed year-round full time (compared with 79 percent of the total 
civilian labor force). 
As a non-profit organization, GNYC shares a number of concerns which are prevalent in 
most non-profits. As cited in studies by two large non-profit organizations (ASAE, 1990 and 
American Red Cross, 1991), the major problems facing non-profit organizations are: 
1) budgets for personnel 
2) cost justification for MIS capital acquisitions 
3) training ofDPIMIS and clerical personnel due to high turnover and lack of previous 
expenence 
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4) dealing with the Board of Directors and volunteers who don't fully understand the 
differences in the management of non-profits as opposed to profit-making companies 
5) lack of system integration and proliferation of multiple databases containing the same 
data 
6) assisting development officers to understand that they and the MIS department are 
trying to accomplish the same objective for the organization and not trying to work against each 
other. 
Problem Statement 
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According to Jervis (personal Communication, May 30, 1994), providing adequate 
support for clerical employees using the IDM AS/400 is the greatest long-term information 
systems related problem. Staff turnover, which may be attributed to the sub-standard salaries 
which are paid to clerical employees in non-profit organizations, is one of the principal reasons for 
requiring that employees receive this support, so that they may effectively carry-out their job-
related responsibilities immediately upon assuming a new position within the organization. 
In their research on jobs and salaries, Wright and Dwyer (1990) state that on a national 
average, entry level data entry employees earn $19,000 per year. Langer (1991), in his salary 
survey, notes that these entry level employees (public, private and non-profit employees 
combined) in the Northeastern United States earn an average of$18,268 per annum. Langer goes 
on to state that entry level data entry employees in non-manufacturing organizations earn $18,000 
per year, those from companies with fewer than 500 employees earn $16,900 per year, those from 
organizations with under a $10 Million operating budget earn $18,370 and those who are 
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employed by organizations with under a $250,000 annual budget for data processing services earn 
$17,300 per year. According to L. Alvarado, Manager of the Comptroller's Office for GNYC 
(personal Communication, November 3, 1995), the starting salary for entry level data entry 
personnel at GNYC is $16,200 per annum, significantly lower than for other employers in the 
area. 
During the period from January 1, 1993 through April 15, 1994 Jervis (personal 
Communication, May 30, 1994) stated that 16 clerical staff members (23.5% of the number of 
authorized positions as of January 1, 1994) left the employ of the council. Following the staff 
organization charts published on the first day of every month by the comptroller's office, and 
referring to the job descriptions for each position, (L. Alvarado, Personal Communication, April 
21, 1994) it may be noted that each of these had among their principal responsibilities either word 
processing, data entry or both. 
R. Cardwell, Assistant Director of Development of The Riverside Church in New York 
City, M. Shore, Systems Manager of The Metropolitan Opera and T. Trainor, MIS Director of 
Phoenix House, a non-profit drug rehabilitation center, agreed that user support for the non-profit 
database membership system is poor (Rabenovets, 1992). Many smaller non-profit organizations 
(Appendix A), which cannot financially support a systems professional, would welcome an on-line 
"help" system which could be used in place of costly telephone calls to the "response line" of the 
software developer, Computer Systems Consultants, Inc. (Rabenovets, 1992). 
When faced with the reality of extensive staff turnover and no funds being allocated to 
training, Jervis (Personal Communication, May 29,1993) stated that it was his hope that as an 
alternative to formal on-going training programs, an on-line "help" system could be implemented. 
He went on to state that it would be extremely difficult for GNYC to locate one individual who 
would be proficient in both systems management and in the operations of non-profit 
organizations. Jervis suggested that an on-line "help" system would be the best possible solution 
to aid the clerical employees should a systems specialist be unavailable. 
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Salaries paid to employees in non-profit organizations, trade associations and 
governmental agencies are considerably lower than for comparable entry level positions in the for-
profit sector, according to Langer (1991). Related to the salary issue is a sourcing problem; i.e. 
entry level workers coming into the organization are frequently hired even though they possess 
very few data processing skills. Due to the salary differentials between non-profits and industry, 
quality potential employees with experience will neither interview for nor accept a position with 
many non-profits. According to W. Sullivan (personal Communication, December 20, 1994), 
Director of Development for GNYC, every employee within the council (clerical and professional) 
has a responsibility for supporting the fund raising efforts of the council. Due to the crucial 
nature of on-going fund raising activities, and the clerical support required to produce donor lists 
and solicitation letters as well as to update the donor data base, it is important that qualified 
individuals fill these positions. GNYC has instituted a screening process which includes a basic 
test on word processing ability which is administered by either the MIS manager or by the 
manager of the hiring department. However, this process will only assist in identifYing those 
candidates who have the potential to learn. 
According to J. Furrer, MIS Manager for GNYC (Personal Communication, January 6, 
1994), the MIS department receives numerous and on-going requests for basic "how-to" 
instructions from clerical staff members (Appendix B), often for solutions to the same question or 
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problem time after time. However, there is no specific budget line item for formal data processing 
training, according to the 1994-95 GNYC operating budget which was approved by the Board of 
Directors in October, 1994. 
As noted above, turnover of data entry employees is another employment related problem 
for GNYC, as well as for other non-profits. Wolf(1990) states that non-profit organizations 
practice false economy regarding staff salaries, when they hire untrained or unqualified people. 
Dawson (1988) explains that some of the costs associated with high degrees oflabor turnover 
include: 
1) the loss of the value of the departing employee 
2) pre-recruitment preparation 
3) communicating with and interviewing applicants 
4) the induction and training of new employees. 
Edgell (1990) goes on to add that the organization also needs to consider the costs 
involved in production losses while the new employee is in training. Leach (1989) also states that 
the loss of managers' productivity while searching for and interviewing candidates is also a cost 
which must be included. Leibowitz, Schlossberg and Shore (1991) note that it costs an average 
of$6,000 to hire a new employee. Jervis (Personal Communication, December 19, 1994) agrees 
that this would also be a realistic figure in estimating GNYC's costs. 
Clerical employees at GNYC have never formally been asked their opinion on matters 
related to their use of information systems tools or what type of assistance (formal training, 
manuals or on-line help) they would prefer. They have however, expressed a number of questions 
and concerns during their contact with the MIS help line (Appendix B). 
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F airbaims (1991) states that a training needs analysis attempts to determine the difference 
between the knowledge employees should have and the knowledge they do have, but this method 
frequently fails to generate reliable information due to the lack of a cultural dimension. Fairbaims 
(1991) recommends that when conducting a training needs analysis, employers should discover 
employees' perceptions of the corporate culture by asking them about the skills and characteristics 
that are likely to be encouraged, recognized and rewarded. In addition, employees should be 
asked about the perceived need for training within the organization, the need for training to meet 
their own goals and the potential for recognition or reward from the firm. 
Dykman and Robbins (1991) note that when analyzing a large and complex work process, 
it may be necessary to use questionnaires or interviews to provide all necessary information to the 
analyst. Interviews with users or clients allow the analyst to not only deepen the understanding of 
the work system being analyzed, but also to begin developing the all important relationship with 
the user. Dykman and Robbins (1991) further point out that users feel that their participation in 
systems development projects, at all phases, is both challenging and ego enhancing. The analyst 
should also solicit evaluation and/or criticism of the current system and its associated practices. 
This may serve to uncover some organizational issues that must be addressed before any new 
system or system change has an opportunity to succeed. 
In order to better identifYthe problem areas, all twenty eight (28) clerical staff users 
(representing 100% of the population) of the CSCI Membership and Accounting System at 
GNYC were surveyed using a needs assessment instrument (Appendix C). The results were 
tabulated and statistically analyzed, and are summarized below: 
. 54% perform routine data entry tasks 
· 79% regularly use the CSCI membership management system (fund raising, individual master 
and variable select) 
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· 39.3% report occasionally having a problem obtaining the exact document or report which they 
reqUlre 
· 38.9% prefer to call the MIS department to secure an answer to a problem, even though 27.8% 
stated that it took 16-30 minutes for the problem to be solved 
84.6% would find an online "help" facility to be either very useful or extremely useful 
64.3% never received formal training on the fund raising package 
75% never received formal training on the individual master file usage 
67.9% never received formal training on the variable select program 
In order to further identify problem areas, seven (7) system users completed the Hilson 
Career Satisfaction Index (Appendices C and D). Inwald (1989) states that the index is intended 
to be used as an aid in assessing an individual's emotional adjustment and current work 
satisfaction. The instrument was developed with the purpose of providing relevant material to be 
further explored in individual interviews and investigations as well as to provide supportive 
material with regard to administrative decisions. 
The problems demonstrated in the assessment indicate the need for intervention. The user 
needs assessment (Appendix C) demonstrates some areas where the MIS department may assist in 
relieving some of the anxiety expressed by employees. 
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Rationale and Purpose 
The purpose of this study is to determine a method to provide a support vehicle, in lieu of 
formal training programs, which will improve the effectiveness of data entry and clerical 
employees in non-profit organizations. This action was determined to be necessary due to the 
large number of similar data processing-related problems (Appendix B) which were expressed by 
clerical personnel. A needs assessment (Appendix C) as well as the administration of a career 
satisfaction instrument (Appendix D), demonstrate the areas which may require intervention. 
This study is an exploratory effort from which potential suppositions may be developed for 
future studies in comparisons between profit and non-profit organizations, employee turnover, 
computer end-user training, employee needs assessment, on-the-job performance and the 
development of online help systems. By addressing the areas which have been identified as being 
problematic, an MIS professional in a non-profit organization may take a proactive approach in 
dealing with staffing and training concerns. 
Research Question 
The question to be addressed in this study is what problems are being faced by clerical 
staff employees of non-profit organizations who regularly use an IDM AS/400 minicomputer, and 
how to assess the training and problem solving needs of these employees. Radding (1991) notes 
that technological changes require staff to acquire new skills, while at the same time economic 
pressures will reduce the availability of funds for training. Radding believes that organizations 
must design a method to specifically address the needs of current employees to increase their 
comfort level when using application programs. 
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In order to effectively address these questions, this study focuses on the determination of 
employee comfort or frustration levels, as well as the identification of problem areas. These 
findings enable the development of a plan to address the needs of these employees, increase 
productivity, and foster a more efficient and effective work environment. 
Limitations 
According to G. Laermer, Senior Borough Executive for GNYC, (personal Communication, 
November 3, 1995) in recent months, he can only recall two applicants who possessed an 
intermediate or advanced background in word processing or data entry, neither of whom accepted 
an offer of employment. Employee recruitment is not an issue which will be addressed in this 
document since it is unlikely that due to economic realities salaries will increase· in the near future. 
It is necessary however, to note this fact, since it is an underlying cause for concern. 
It should also be stated that the scope of this study will be limited to addressing the needs 
of the entry level clerical employees of non-profit organizations, and will not address the technical 
questions expressed by members of the management staff. This will permit the research to focus 
on the actual problem of seeking to provide helpful on-line support to clerical employees. 
The final limitation is that the study will focus only on the use of the IBM AS/400 
minicomputer platform and will not address personal computer related issues. This limitation is 
necessary due to the diverse applications which are executed on the two different platforms. 
Delimitations 
The following organizations which were used as a basis for the research, as wen as to test 
the results of the study were the Greater New York Councils, Boy Scouts of America, The 
Riverside Church and Phoenix House. These organizations were selected since they are all 
currently using the Non-Profit Membership Processing System developed by CSCI, Inc. on an 
IBM AS/400 platform, and share many of the same concerns. 
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Chapter II 
Review of the Literature 
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A number of articles are available in the literature which provide background on the 
special needs of employees in non-profit organizations, while also addressing the problem of 
turnover of data entry employees. In addition, numerous articles will be presented that discuss the 
retention and training of non-professional data processing employees, offer a training needs 
analysis and provide background on the IBM AS/400 and the development of online help systems. 
Nonprofit Organizations 
In an early article, Shore (1984) notes that executives of nonprofit organizations report rates 
of staff turnover ranging from less than 10 percent to as much as 50 percent per year. Shore 
(1984) also uses a 1982 survey conducted by the American Society of Association Executives 
which showed that the 1,600 organizations responding had an average turnover rate of 14 
percent. This rate exists, in part, because employees tend to believe that their contributions and 
opportunities are limited in non-profit organizations. Shore (1984) notes that the state or national 
economy also exerts a major influence on staff turnover. Disruption and expense are the primary 
results of a high rate of turnover. An association's members or donors may experience dismay if 
they speak to a different individual every time they call the organization. Some associations make 
the mistake of relying on turnover to hold down costs. They hire at the minimum salary, planning 
to keep employees a year or so, and then rehire at minimum salary. 
Johnston and Rudney (1987) point out that the most significant difference between 
workers in nonprofit and profit-seeking services lies in their attitudes and values with respect to 
14 
nonprofit goals and environments. Nonprofit workers were more likely than other workers to be 
both less educated and more educated. Johnson and Rudney (1987) also note that workers in 
nonprofit services are more likely than other workers to be employed less than year-round full-
time. Only 52 percent of the nonprofit service workers were employed year-round full-time in 
1980, compared with close to four-fifths of workers in the civilian labor force as a whole. The 
1982 census of services showed that workers in nonprofits earned, on average, less than four-
fifths as much as their for-profit counterparts. 
As a possible explanation for the less than full-time employment of many non-profit 
workers, Popjoy (1992) reports that non-profit organizations frequently utilize the services of 
outside information systems, vendors and professionals. Such outside services can be beneficial 
for association executives and staff to help them with information management systems and 
applications. However, Popjoy (1992) also notes that technological support is fragmented, with 
few software packages being developed for each narrow function of the non-profit organization 
and with even less support for end-users. Broader applications are available which may be applied 
to non-profit organizations, such as decision support systems that are based on searching the 
environment for relevant conditions, analyzing possible courses of action and selecting the most 
appropriate course of action from all those available. 
Staff Turnover 
According to Herzberg (1966), motivating staff involves two separate sets of tools, called 
hygiene and motivators. Hygiene is concerned with the prevention and removal of those things 
that dissatisfy, such as onerous company policies and administration, close supervision, unpleasant 
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working conditions, and tense interpersonal relationships. Money, often used as a motivator, may 
be less than effective. Achievement, responsibility, challenge, recognition, and personal 
development, on the other hand, should be considered first as motivators, according to Herzberg 
(1966). 
Expanding upon Herzberg's classical theory, Dawson (1988) states that managers should 
consider the economic costs of labor turnover when developing strategic decisions. He 
recommends that managers compute labor turnover costs by analyzing particular workers' 
turnover characteristics, analyzing recruiting activities, examining resourcing interventions, and 
minimizing the effects of workforce size variation. Expanding upon that approach, Edgell (1990) 
notes that staff turnover is a controllable, budgetable expense, stating that of the following effects 
that may result from staff turnover, the organization can attach a dollar figure to each: 
recruitment; severance pay; new employee induction costs; training costs; production losses while 
an employee is in training; harm to the reputation of the organization which may affect the future 
hiring of qualified employees; and weakening of staff morale. Edgell (1990) continues by pointing 
out that excessive turnover within an organization is an expense that few companies anticipate 
when preparing their annual budget, but just as companies reward employees for improved 
performance, an award for reducing staff turnover would be similarly productive. 
The high cost of losing even one worker has negative effects on an organization according to 
Foxman and Polsky (1990). They recommend that the following steps be taken to help reduce 
turnover: interview or survey workers who leave as well as those who stay; provide extraordinary 
training (for example, one company used focus groups to adjust its salary grades, increasing the 
salaries of employees who attained additional skills); educate management (if managers grasp the 
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diverse value systems, they will mentor more and salvage less); foster teamwork (create an 
environment that fosters respect for each individual); go beyond family care (ask what employees 
really want); pay fairly (conduct a salary surveyor obtain one); include other perquisites 
(cafeterias with discount prices, intramural sports, employee stores, on-site health service, and 
fitness centers are some suggestions); and listen to the customer (determine what employees want, 
then measure the price against the cost of retaining current programs). 
In contrast, Harkins and Kurtz (1989) acknowledge that successfully managing employee 
turnover can be challenging for personnel professionals, but that by developing a plan they can 
help a firm predict and control employee turnover. Steps recommended by Harkins and Kurtz 
(1989) when developing such a plan include: (1) assessing present staffing needs; (2) predicting 
future needs; and (3) constructing survival curves. 
Harkins and Kurtz (1989) further suggest that the plan be monitored, possibly by 
conducting a 'hurt' analysis which involves ranking employees based upon their organizational 
value, dividing employees into quartiles, and developing hurt factors for each quartile. 
Developing the "hurt" factor requires that managers analyze turnover records to determine 
economic values for employees, instead of relying solely on subjective data. 
In an early article, Herzlinger (1977) underscores the value of training, noting that in 
nonprofit organizations, extensive training of those who will use and operate a computer system, 
for example is a worthwhile investment. Herzlinger (1977) goes on to state that, in order to 
reduce the high rate of staff turnover, it is important to "institutionalize" an organization's system 
through training. Thorough documentation of all aspects of the form and content of the system is 
an essential part of the installation process, especially in the preparation of manuals explaining 
how every item of input or output is to be measured. 
In support ofHerzlinger, Leach (1989) explains that the cost of a demotivated staff is high 
because it leads to high staff turnover as well as high absenteeism arid low productivity. The 
expense of staff turnover is often not appreciated, but while senior managers are interviewing 
prospective replacement staff, they are not doing their work, e.g. obtaining orders or collecting 
the cash. Leach (1989) offers absenteeism as another way to measure motivation. 
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To quantifY Leach's approach, Leibowitz, Schlossberg and Shore (1991) have determined that 
it costs an average of $6,000 to hire a new employee, and as many as 50% to 60% of all new hires 
leave their jobs within the first seven months. Leibowitz et al (1991) note that, if such current 
demographic trends continue, the US will face an unprecedented shortage of skilled, educated 
workers by the year 2000 and will rank 7th in global productivity by the year 2003. Confronted 
by these factors, managers are trying to reduce the likelihood of turnover, making retention more 
probable and career development more feasible. 
Leibowitz et al (1991) recommend that new employees be integrated into an environment 
where they can build competence, discern the organization's resources and culture, cultivate a 
sense of belonging, and develop their careers by remaining challenged. Managers can accomplish 
this by maintaining involvement in ongoing orientation programs establishing accountability 
mechanisms; offering mentoring and newcomer support systems; introducing self-guided learning 
projects and processes; challenging first job assignments; and providing ongoing development 
opportunities in their employee development programs. 
Approaching the problem from a different vantage point, it should be noted that effective 
employee motivation and employee retention programs contribute to a high level of productivity 
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and morale among staff, according to Farinelli (1992). Managers of employee relations are given 
the responsibility of establishing a careful balance between the short-term and long-term 
objectives of their firms' career development plans for their staffs. A survey of fourteen firms in 
the New York and Los Angeles areas shows that team building, effective and accessible 
communication, internal staff development training programs, and superior compensation greatly 
influence the productivity and efficiency of their staff. Farinelli (1992) makes clear, however that 
these methods of enhancing employee morale must be maintained in both financially healthy and 
financially lean times. 
Peters (1991) reports that in a study of a group of 315 newly hired clerical employees, 
correlational and survival analyses revealed that behavioral commitment has a substantial impact 
on employee tenure, and that there are relationships between behavioral commitment and 
perceived volition, publicness, and revocability. Another study, conducted by Dienhart (1992), 
examines the variables that influence job retention. Analysis of a survey of employees at a 
national organization indicates that employees quit their job because they perceive a lack of 
benefits, tangible and intangible, in their work. The seven-to eleven month employment period is 
identified as a critical transition time for many employees. Although most of the employees 
surveyed were under age twenty-five, older employees tended to have longer retention periods. 
According to Dienhart (1992), managers can positively influence retention by improving 
interpersonal communication skills. 
Organizations will find an effective employee retention program to be critical to 
maintaining employee productivity and nurturing a healthy employer-employee relationship, 
according to Wheeless (1992). A program entitled "Operation Employee Retain" is suggested as 
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a technique for employee retention. The program contains six components: recognition, 
engagement, training, advancement, income, and nurture. The program emphasizes the 
importance to employees of challenge, training programs, periodic employee performance 
reviews, a fair and regularly adjusted compensation package and professional nurture to prevent 
employee burnout. The issues that management should consider when identifying turnover 
problems include whether new employees are oriented toward the organization and their jobs, 
whether the organization culture is creating unnecessary stress, and whether employees are being 
given enough training and variety in their jobs. In that connection, Jones and Crandall (1991) 
develop the "linking-pin concept" which deals with the linkage between subordinates and 
superiors. The concept illustrates that turnover increases as the negative perception of employee 
communication, working conditions, compensation, socialization, and training increases. 
Stress on the MIS professional will grow as unrealistic expectations rise. MIS managers 
should be aware of the differences between realistic and unrealistic expectations and be tuned to 
their manifestations because, according to Olszewski (1992), managers should know the 
difference between helpful venting and insidious griping. They should be sensitive to the effects 
of stress on various personalities, since even model employees can hide the effects of enormous 
stress. Managers should spread the work load evenly among their workers and not let their best 
employees take on the lion's share of the overload burden. Olszewski (1992) goes on to state that 
similarly, the overload should not be allowed to become a way of life and should be limited to 
times when a particular project requires completion. Finally, Olszewski (1992) recommends that 
the MIS Manager must let upper management know when their expectations are unrealistic. 
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In an article by Petersen (l990) it is predicted that Information Systems organizations will 
find themselves facing increasing pressure to retrain enough qualified personnel. While many 
corporations are reducing their work forces to save money, the computer systems developed in 
the 1970's and 1980's are best maintained by the employees who set them up. New technologies, 
the need to redesign old systems, and stepped-up competition from outsourcing companies and 
systems integraters are all increasing the demand for skilled IS people. Companies must therefore 
take steps to assure their attractiveness. Open communication with management, giving 
responsibilities and powers to IS people, job security, praise, plus a good company reputation, all 
attract good IS people. 
In a discussion of end-user training, Leinfuss (1992) calls attention to the growing number of 
information systems professionals who are becoming specialists in end-user education. Rosemary 
Gaffeny of C~lgate Palmolive Company, for example, dictates that systems analyst skills are 
critical for developing educational software and systems. And at the Amdahl Corporation, 
Thomas Ryan's efforts involve development of computer systems that support user requirements 
for immediate access to information when needed, such as an electronic performance support 
system for the company's field engineers. 
According to Leinfuss (l992), computer-based training offers great promise and opportunities 
for IS professionals even when it is not at an enterprise-wide level. In most cases these programs 
are still near the forefront of technology strategy. They are typically based on open systems with 
a client/server methodology and use object-oriented technology, expert systems, interactive 
systems, hypertext languages, and multi-media. 
Approaching training from a different angle, the opinion of Kart en (l991) is that most 
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end-user training courses focus on software features and functions and do not adequately prepare 
employees to solve business problems and address business needs. In addition to software 
training, users need training sponsored by the IS Department in systems development disciplines 
and project management skills in order to: 1) increase user awareness of the system's perspective 
as it relates to end-user computing; 2) provide insight into lessons learned in large skill system 
development efforts; 3) teach system analysis concepts and techniques; 4) strike a balance 
between IS disciplines and end-user computing opportunities; and 5) provide a framework for 
users to apply system knowledge to their development efforts. Karten (1991) suggests that 
certain topics would be helpful in achieving these objectives, namely: why computer projects fail; 
system development life cycle methodology; techniques for analysis; computing with a system 
perspective; and the human factor. 
The need to concentrate resources on staff development is critical in most dynamic 
organizations, particularly in non-profits. Wolf (1990) advises that when a manager is looking for 
a fund raiser, a bookkeeper or a secretary, the most important consideration is that person's skill 
at that job. At the clerical level, it may even be preferable to hire someone without a special 
interest in the organization's field of activity, because there is less likelihood that the individual 
will feel frustrated in performing minimal tasks. It is also less likely that the individual will 
possess a driving ambition to move up or out to a more interesting program-related job. Wolf 
(1990) goes on to state that non-profit organizations are notorious for practicing false economy 
when it comes to staff salaries, such as hiring untrained or unqualified people. It is not unusual to 
find an organization with two secretaries who have few clerical skills when a single, well-trained 
secretary would cost far less, be more productive and could supervise volunteers or work-study 
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students on routine filing, typing and errand running. 
In the area of personnel management, Drucker (1990) believes that human resource 
development should be oriented primarily toward the person and not the organization. When you 
assume the risk of developing people, the odds are very good that the organization will get what it 
needs. According to Drucker (1990), when a manager selects a new staff member, the process 
should begin with an assignment, not merely ajob description. Next, the executive should focus 
on one particular individual, but should be careful not to decide on the "right" person impulsively. 
Friendship, prejudice and habit should be put aside in favor of performance. Drucker (1990) 
recommends some questions to ask during an interview, including: What have they done in their 
last three assignments? Have they come through? What are their strengths or weaknesses? After 
selecting the proper individual, Drucker (1990) stresses, managers must pay close attention to 
developing skills, building on an individual's strengths rather than weaknesses. 
In addition to general employee development, management should address the need of 
employees to receive training on their specific areas of responsibility. In their early book, Davis 
and Olson (1985) suggest that an important element directly affecting the interface design of 
automated systems is the experience level of the user. This experience has two components: the 
frequency of use of the particular system and the user's general knowledge of computer system 
concepts. Davis and Olson (1985) note that a key design feature of user interfaces is consistency 
in relating to users' general knowledge. A user faced with a request for a response in a dialogue 
with a computer and an unclear set of choices may borrow from the experience of other systems 
with similar interfaces to make an educated guess. 
To help avoid that possibility, Davis and Olson (1985) suggest that developers establish 
reasonable consistency of interfaces through the development of organizational guidelines and 
standards for user interface design. For example, all applications that require the saving of 
program or file data should use the same command (such as SA VB). Frequency of use 
determines the amount of training required; the more use of the system is expected, the greater 
the justification for investment in training time. The amount of training, in turn, determines the 
user's skill level after the training period. 
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How staff, leaders, and members feel about an organization affects its external image, 
according to Brown (1990). A positive external image can be maintained only if the internal 
structure is positive. Brown (1990) recommends some strategies that may be helpful in 
developing association staff into a happy, fulfilled precision team including: learn the functions 
that are to be performed by the staff, which involves reviewing the performance procedure for 
efficiency and making appropriate revisions; establish job descriptions; evaluate the positioning of 
the individual to the job; provide "Hands-on" training so that employees will have the information 
they need to perform their jobs; implement a training program that is ongoing and expanded to 
encourage professionalism and teamwork among the staff; emphasize a positive staff attitude; and 
develop ways to demonstrate improvements to the membership and to highlight the services they 
can anticipate. 
End User TraininglDevelopment 
In addressing training needs, Campbell (1988) reports that the use of Computer Based 
Training (CBT), combined with paper-based media, proved to be a successful training method for 
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meeting needs of entry-level employees. Campbell (1988) also found that concurrent training was 
an answer to the challenge of integrating paper-based and computer-based instruction. 
Concurrent training entails using CBT to instruct in computer software while that software is in 
operation, such as education in the use of electronic spreadsheets and word processing 
applications. Concurrent training allows for modification ofCBT, and can save money relative to 
using custom-designed programs. 
Pettingell (1991) agrees that training is a vital link between idle or inadequately used 
software and software seen as a tool. Education can take many forms, such as self-exploration, 
computer-aided instruction or help text, manuals, and formal classroom training. The 
introduction of a computer to a system inteIjects complex interactions between the user and the 
work environment. 
Pettingell (1991) states that a short manual using step-by- step methodology in conjunction 
with on-line help text was used to successfully teach a difficult relational database software 
package to forty-five subjects. The training took thirty to forty minutes and was followed by a 
post-test to determine how well basic tasks were learned. The purpose of the manual was to get 
new software users to learn the system quickly by performing meaningful tasks rather than by 
compelling attendance at an intensive and extended training session. 
In contrast, Rosenthal (1990) argues that, although personnel turnover is at an all-time high, 
end-users are more important than ever in maintaining an institution's competitiveness. 
Establishing guidelines for consistent training and building a mechanism for ad hoc support are the 
keys to keeping end-users current. To combat end-user ignorance, the creation and consistent 
updating ofa user manual is one of the best weapons. Rosenthal (1990) emphasizes that a handy, 
easy-to-use and simple-to-understand reference that documents policies and procedures will 
improve both data management and customer service. 
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Approaching the issues from a strictly non-profit organization standpoint, according to Staroba 
(1991), associations must examine the industrial model and set up training programs. They must 
also learn to maximize the potential of information technology. Before investing in technology, 
association managers should have a clear idea of what they want to accomplish, based on a needs 
assessment. Information technology changes staffing needs and training requirements. Staroba 
(1991) says associations are finding that they need staff specialists to deal with computers and 
teach the required special skills to end-users. Having no point of reference, end-users often 
become frustrated and eventually lose interest in their job as well as with the organization itself, 
and seek employment elsewhere. 
In order to avoid such defections, Glaser (1992) declares that an adequate computer 
training program is a must in non-profit organizations. Although computer systems place a 
training burden on the MIS staff, the computer system being used is only as good as the users, 
who are only as good as those who trained them or those who developed the programs used in 
training. Glaser (1992) goes on to list ten essentials which non-profit organizations should 
consider when developing an M.I.S. training program, including: having training goals; 
implementing training on a regular basis; providing documentation; using examples of actual 
association activities in training; allowing staff time to experiment; requiring specific objectives or 
tasks which staff must complete after the initial training session and prior to the next training 
session; cross training employees; re-training employees on more advanced features of software 
packages; evaluating the training sessions and improving the content with every session; and 
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listening to employee feedback. 
In contrast, Regalbuto (1992) states that the usefulness of corporate training and development 
programs is weighted toward investment potential in terms of its front end. Consequently, front-
end analysis is suggested as the way to measure the effectiveness of training interventions. 
According to Regalbuto (1992), a common mistake made by companies is to look for as many 
performance improvement technologies as possible, instead of seeking only those technologies 
which are best suited to their specific needs. Regalbuto (1992) predicts that a training program 
developed and implemented based on this mistaken notion will reveal only the adverse effects of 
training on productivity and profitability. Front-end analysis is the appropriate response 
mechanism for the possible intervention of needs in the human resources work-flow system. The 
needs-forecasting system, on the other hand, is pro-active in nature and supplies pertinent base-
line data for measuring return on investment. 
How can training needs be identified? Duncan (1990) suggests that a questionnaire would 
be a good start in identifying the training needs of an MIS organization, but it is not a complete 
solution. Recurring errors uncovered in system testing in production can point to a specific 
training need. Long range MIS plans and corporate business models can give MIS managers a 
jump on future needs and help with scheduling training. 
Analyzing a company's software portfolio may uncover applications that lack support, 
according to Duncan (1990), and may give managers an opportunity to either train someone to 
support the application or to port it to a more common platform. Duncan (1990) suggests 
referring to job descriptions which include skill levels, and following training practices outlined in 
trade journals. He also recommends keeping an eye on the competition to maintain a strategic 
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edge and taking advantage of conferences, vendor seminars, and local MIS associations. 
Needs Assessment 
Walton (1991) describes a time-saving method for conducting reliable needs assessments 
that includes a two-step technique which combines surveys and personal interviews. He 
recommends that, prior to starting assessments, trainers make a checklist of key work activities 
and performance expectations for the job to be analyzed. After the development of checklists, 
trainers should develop methods for rating the key activities of the jobs using parameters which 
include the importance of the activities, the time spent on each activity and each job holder's 
current performance level. During the surveys, trainers should ask employees and managers to 
rate checklist items using the parameters of importance, time and performance. Trainers then 
gather up to 15 people holding the jobs being assessed for focus groups. At the beginning of the 
focus groups, trainers should explain the purpose of the session and how the information to be 
gathered will be used. Following the completion of the checklists, trainers should ask members to 
list the most important problems of their jobs. When trainers evaluate the information gathered, 
they should look for patterns in the analyses and develop their programs based upon these 
findings. 
Kaufinan (1987) describes another process which may be used to conduct a needs 
assessment. The steps include: selecting middle, comprehensive or strategic units of analysis; 
identifying planning partners and eliciting their participation; gaining acceptance; collecting both 
internal and external data; listing documented and identified needs and prioritizing them; 
reconciling disagreements; and listing problems which require resolution. 
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Later, Kaufinan (1991) details nine steps which should be taken in completing a needs 
assessment. These steps include: decide to use data from a needs assessment while choosing a 
pro-active approach; select the needs assessment and planning level to be used (determine 'what is' 
the current situation and what 'should be' the best situation); identify the needs assessment and 
planning partners; obtain a commitment from the partners; obtain acceptance of the assessment; 
collect data on needs through questionnaires and surveys; list identified, documented and agreed-
upon needs; place needs in priority order and reconcile differences; and list problems (selected 
needs) to be resolved and obtain agreement of partners. 
According to an article by Darraugh (1991), needs assessments are conducted to determine 
what constitutes good performance of specific job functions and what constitutes actual 
performance, as well as the prevailing attitude about certain job descriptions. Before carrying out 
ajob assessment, Darraugh (1991) suggests that training professionals should determine the 
objectives of the analysis, the existing deficiencies and why they exist, and how the assessments 
will benefit those involved. The primary steps in needs analysis include defining assessment 
objectives, identifying needed data and selecting a data gathering method. Darraugh (1991) 
recommends guidelines for analyzing the data that are gathered, using relevant models of human 
performance, determining if solutions to problems can be developed, and knowing the subjects 
who are being studied. 
Even though many firms believe a needs assessment is a positive evaluating technique for 
planning projects, in practice, organizations often fail to conduct needs assessments, according to 
research conducted by Rossett (1990). Training professionals who work in such organizations 
confront the following barriers to needs assessments: flawed assessments; a lack of support for 
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assessments; and the lack of expertise needed for project management. To combat these 
obstacles, Rosset (1990) suggests that training professionals determine the details of optimum 
performance during needs assessments; document what was accomplished in a needs assessment 
to gain corporate support for the technique; and take action to increase the expertise connected to 
the various needs-assessment projects. 
Prior to the implementation of a training program, whether on-line computer-based or 
classroom-oriented, Darou (1990) discusses a needs-assessment method used by a Canadian 
social services agency which may serve as a model for other types of organizational environments. 
The Canadian assessment procedure consists of four steps: 
1) listing employee tasks from job descriptions, 
2) interviewing supervisors about staff, 
3) having staff complete a questionnaire on job task 
abilities, and 
4) documenting critical incidents 
The results generated from the data were valuable to the agency because they could be 
analyzed for information about staff needs, management perceptions, and staff skill levels. 
Trainers should conduct needs assessments, quantify all data, utilize various sources of data and 
base needs upon work tasks. 
Pittman's (1991) article, on the other hand, notes that the most neglected part of 
information systems projects is the review stage, yet this is the one place where the analysts can 
learn to improve. In order for a review to be effective, it is important to plan for the project in the 
beginning. Serious reviews will reveal what causes projects to be late or over budget, why the 
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users are not satisfied, and why the department team members are not satisfied. A good review 
will point out ways to change some things to improve the situation on the next project. A systems 
analyst'S approach to reviewing the development of systems can help IS Managers to do a better 
job at estimating, analyzing requirements, designing programs and databases, and managing 
projects. 
In an analysis of user needs, Kettelhut (1991) examines three case studies to illustrate 
problems with end-user applications that could have been avoided through the application of 
systems analysis techniques. Organizational support is necessary to insure that end-users are 
familiar with basic analytical techniques to prevent these kinds of problems. There are two 
alternatives: Either the MIS organization can provide direct review of end-user applications, 
probably with a staff information center, or organizations can require end-users to attend a short 
course in system analysis before approving purchases or allowing applications to be shared among 
users. Kettelhut (1991) notes that if MIS does not take steps to ensure that end-users have better 
formal skills, particularly for database applications in which processing is distributed, companies 
may encourage substantial problems in the future as they are unable to maintain accurate data to 
make business decisions. 
McClelland (1992) however, notes that training needs-assessments (TNA's) help 
organizations gauge their members' skill and knowledge levels, thus serving as a basis for the 
development of a training program designed to fill any skills and knowledge gaps that may exist 
among employees. Training needs may be assessed by using the seven steps systems approach. 
This assessment strategy involves deciding whether to use experts from within or outside the 
organization, setting goals for the TNA, gaining the support of top management, and choosing the 
best assessment methodology. The next step, according to McClelland (1992), involves 
implementing and controlling the project, analyzing TNA results and reporting these results, 
together with recommendations, to upper management. 
Help Systems 
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Relles (1979) conducted one of the first formal studies of help systems by asking participants 
to carry out tasks on a simplified bank account management system. The participants were 
divided into four groups: 
1) a control group with a printed manual but no online aids, 
2) A second group with the manual and a simple (single level) help system available, 
3) A third group with the manual and a sophisticated (context-sensitive, multilevel) help 
system available, and 
4) A fourth group with the sophisticated help system available but no manual. 
Relles (1979) ran the experiment twice: first with a group of six computer-naive students, and 
then with a group of30 computer-experienced students. RelIes (1979) reported that the 
computer novices did poorly with the online aids relative to the control group that used the 
manual only. On the other hand, the groups with computer experience and the sophisticated helps 
available did better on the tasks than the control group. The availability of the online aids also 
increased the confidence of the experienced computer groups that they could use the system 
without the manual. 
In a similar study, conducted several years later, Cohill and Williges (1985) reviewed three 
variables: user versus system initiation of help messages; user versus system selection of help 
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topics; and online versus offline presentation. Cohill and Williges (1985) studied the performance 
of 72 novice users of a text editor in a series of text editing tasks. There were eight groups 
representing all possible combinations of the three variables plus a control group that had no helps 
available. 
Cohill and Williges (1985) found that the user-initiated, user-selected groups did better than 
the groups in which the system initiated or selected the helps. Presentation of the help 
information via printed manual resulted in the best overall performance. Not surprisingly all 
combinations involving the use of helps resulted in much better performance than the control 
group which involved no help. 
In an effort to determine the importance of the quality of help messages, Borenstein (1985) 
developed a context-sensitive help system for UNIX called ACRONYM, as well as alternative 
text messages for the standard UNIX help facilities ("man" and "key") based upon an introductory 
UNIX textbook. He compared the standard UNIX help, the alternative helps, and ACRONYM, 
along with advice from a human tutor. In the study, Borenstein (1985) asked two groups of 
computer users (one experienced with UNIX and the other with no UNIX experience) to 
complete a set of24 tasks (12 using standard UNIX and 12 using UNIX with either the 
alternative helps, ACRONYM, or the human tutor available). 
Borenstein's (1985) results indicate that simply improving the quality of the text messages 
relative to the standard helps produced better performance and that ACRONYM was not 
significantly more helpful than the static help messages with improved text. The help provided by 
the human tutor was superior to the online helps and much more effective with novice users of 
UNIX than experienced users. 
Magers (1988) tested an improved version of the V AXlVMS operating system with 30 
computer novices in a task that involved file manipulation. The improvements included 
supplementing the help command with a help key, providing context-sensitive helps instead of 
keyword-indexed helps, making the syntax of help commands more fleXible, adding tutorial 
information to the help messages, eliminating computer jargon in the messages, using examples 
instead of abstract notation to explain command syntax, providing a dictionary of command 
synonyms, paging of help messages instead of scrolling, and rewriting the help messages to be 
task -oriented. 
Magers' (1988) results show that the improvements had a dramatic effect on performance of 
the task. The users of the modified system took less time to complete the task, used more 
commands (approximately twice as many per minute), made fewer errors in the commands they 
used, used help more often, consulted the manuals less often, and asked fewer questions. 
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According to Magers (1988) it appears that the effectiveness of a help system can vary with the 
amount of computer experience possessed by the user. However, it is clear from these studies 
that a well-designed help system can be effective with novice users. It also appears that offline 
help (i.e., printed manuals) can be more effective than poorly designed online helps but that well.;. 
designed helps can produce better performance than offline helps. Finally, it appears that user 
control of help messages is better than system control, at least for noncritical help messages. 
With respect to effectiveness measures, Magers (1988) notes that either total or average task-
completion times seems to be the most commonly used performance dimension. Other measures 
include number of errors made, number of commands used, and number of references to offline 
documentation. In general, all these measures are interdependent, that is, improving the 
performance on one measure also improves performance on the others. However, it is possible 
for helps to have specific results that affect only selected measures. 
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A different approach is presented by Norman (1988), who distinguishes between mistakes and 
slips. He points out that slips are a consequence of lack of attention and can occur with beginners 
or experts alike. Typical slips in using a computer program include pressing the wrong keys or 
typing the wrong command or file name. Mistakes occur because of misunderstanding or 
misinterpretation of a situation. Norman (1988) proposes that computer systems should try to 
pinpoint the error and help the user recover as easily as possible. 
Norman (1988) continues by stating that a help system may assist people in recovering from 
errors made due to slips by explaining what the problem is. (Systems can also be designed to 
reduce the chances of slips through the use of "see and point" rather than "remember and type" 
interfaces). Norman (1988) recommends that helps are usually aimed at mistakes that involve 
misunderstanding or lack of information. Helps should be presumptive in dealing with potential 
errors, that is, they should require the user to reaffirm their action and warn of possible negative 
outcomes. For example, when a user types the command: del*.* (delete all files on the disk) in 
the DOS operating system, the system replies with the message, "Are you sure (Y/N)?". 
Similarly, on most systems, when you try to quit or close a file without having saved the file, a 
message appears asking you if you want to save the file. 
A number of researchers have conducted detailed studies of people learning to use computer 
systems and described the kind of problems encountered. In a relevant study, Carroll and 
colleagues at the IBM T.J. Watson Research Center (Carroll and Carrithers, 1984) used protocol 
analysis techniques in a number of different applications to discover exactly what problems users 
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encounter. For example, in studying new users learning a word processing program, Carroll and 
Carrithers (1984) reported the following seven types of errors: 
1. The exotic menu choice error. Users tried out all menu 
options and got lost or hopelessly confused. 
2. The print first error. Users tried to print documents 
before they were created and stored. 
3. The parameter loop error. Users avoided selecting 
default parameters and got confused selecting parameters 
they didn't understand. 
4. The alternate shift error. Users failed to depress both 
the alternate and shift keys (the cancel operation) and 
performed undesired operations. 
5. The print queue error. Users didn't understand the 
concept of a print queue, causing confusion . 
. 6. The diskette name error. Users misnamed the disk being 
used and were unable to recover from their error. 
7. The unprintable character error. Users created 
unprintable characters (which printed out as 
underscores) in their documents and had difficulty 
removing them. 
Carroll and Carrithers (1984) observed that many of these problems can be attributed to design 
flaws in the word processing program which should have been detected and changed before 
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releasing the program. However, others could be found with new users of any program. For 
example, with the exotic menu choice or parameter loop errors, the authors suggest a "training 
wheels" strategy to counteract such errors. The training wheels strategy involves providing new 
users with an interface in which functions or options are enabled only as needed; either selections 
are not shown or are inoperable. Carroll and Carrithers (1984) suggest that this approach reduces 
the number of "wrong turns" a new user can make and hence the chance of errors. By studying 
the types of errors people make when using computers (either in general or with specific 
programs), analysts will be provided with a basis for the design of effective helps. Many help 
requests made by users ( especially novices) are for information to correct errors. Carroll and 
Carrithers (1984) maintain that a well-designed help system will try to anticipate such errors and 
provide suitable guidance. A well-designed user interface will minimize errors ..:.- reducing the 
need for error-recovery helps. 
In an extensive study of on-line help systems, Kearsley (1988) examines two fundamental 
aspects of help systems: the interface and the content. The interface refers to the way in which 
messages are displayed, whereas the content refers to what the help messages actually say. The 
error-handling component of a system may be designed so that it tries to determine what caused 
an error and what steps the user can take to recover from the error. 
Kearsley (1988) suggests that the three major experience dimensions that users may differ on 
are: 
1. Task - Being deficient in skills or knowledge of the task. 
2. Computer - Being familiar with the task, but not with the computer. 
3. Program - Not understanding the specific application. 
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Kearsley (1988) observes that a user who is familiar with computers is likely to want different 
kinds of explanations about the program and to have different types of problems than someone 
who has no computer experience. 
A concern sometimes raised in the development of help systems is that the same information is 
already available in printed documentation or through training materials. Kearsley (1988) finds 
that in reality, however, documentation often is not conveniently available and that training was 
either not completed or very general in nature. When users run into a problem, they want an 
answer that involves minimal interruption of the task; a good help system addresses this need. 
Therefore, help information is focused on a specific problem, whereas documentation offers 
explanations to the user, and training facilitates learning. 
In support ofKearsley, Furman and Spyridakis (1992) report that computer users often do 
not take advantage of systems shortcuts; instead, they rely on familiar, but less-efficient methods 
for getting their work done. A system that incorporates systems- initiated online help to advise 
users of shortcuts for menu navigation was examined by Furman and Spyridakis (1992). Subjects 
received either no advice messages or anyone of three advice messages varying in timing and 
specificity. Subjects were then assessed on their subsequent use of shortcuts. The results 
revealed that users who received system-initiated advice take better advantage of shortcuts and 
are able to complete their work more quickly then users who receive no system-initiated advice 
messages. Further, a majority of users reacted positively to the messages finding them helpful in 
introducing shortcuts. 
Using a different approach, Cherry and Jackson (1989) provide an analysis based on their 
study of two versions of online help for the IBM AS/400. The long-term goal of the study, which 
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was carried out at the IBM laboratory in Toronto, was to develop empirically based guidelines for 
writing online help. To perform this study, researchers revised the online assistance text on the 
AS/400 product. This version was compared with the original unchanged version. of the help in 
an interactive environment as well as in three hard-copy reviews. In the interactive environment, 
participants using the revised version made fewer help requests and viewed fewer help screens 
than those using the original version. The hard-copy reviews indicated that participants strongly 
preferred the revised version. 
Horton (1990), in discussing online documentation, maintains that there is no fundamental 
difference between information presented on paper and the same information presented through 
the various media of the computer. People read text in graphics, initially paying attention to one 
thing, then to another. Horton (1990) warns that a myriad of subtle differences, however, can 
cause problems for the unwary designer who ignores them or who forgets the fundamental 
requirement of communication: the logical organization of clear text and graphics. Horton 
(1990) goes on to state that several types of help are possible, including: 
o Reference Summary - Many programs automatically display 
an online document in response to a special command such 
as "HELP" (the online document is little more than a 
summary of the commands of the programs). 
o Reference Topic - The user selects a specific topic on 
some specific subject (the user may do this in a single 
step when requesting help, specifically by entering the 
name of the topic, e.g. Help Copy. 
o Context-Sensitive Help - The help you receive depends on 
where you are in the program when you request help. If 
you are executing a particular command, for instance, 
you will get help on that command. 
o Diagnostic Help - This identifies the user's needs and 
supplies information to meet those needs, i.e. engages 
the user in a dialogue. 
o Active Help - Initiates intervention if the system determines that the user appears to be 
confused or lost. For example, on many UNIX systems, if the user incorrectly types a 
command, 
the system displays a short message giving the correct 
format for the command. 
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Charland (1989), on the other hand, found that breaking up information into small chunks to 
make it easier to grasp is also a well-known technique in the development of help systems. As a 
result of experience with previous online help facilities, Charland (1989) and several associates 
became convinced that using a similar chunking technique for online help would allow users to 
access the specific information they need without having to hunt through masses of extraneous 
information. Conceptually, the help facility should be more like an information data base in a 
sequential book, and should include modules such as: 
o The description of one option on a menu. 
o The description of one parameter of a command. 
o The description of how to perform one task. 
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o The explanation of one technical term. 
The information modules can be accessed individually or put together like building blocks to 
form a larger set of information as needed to satisfy the information requests of the user. 
Horton (1990) believes that it is necessary to make it easy for the user to obtain help by: 
o Teaching users how to use help. 
o Prompting at the start of a program. 
o Including a reminder on how to obtain help on each menu. 
o Assigning a special function key for help. 
o Making help consistent across all application programs. 
Horton (1990) also provides general recommendations on help system designs including the 
following: 
o Fit help text smoothly into the users' work flow. 
o Get the user back to work quickly; do not get in the way 
of productive use of the system. 
o Make help displays self-explanatory. 
o Keep help displays accurate and to the point. 
o Provide only the information that the user needs. 
o Provide the user with instructions on how to obtain 
additional information not covered in the help text. 
Smolens (1990) offers the system help text that comes with the AS/400 as one of the best 
examples of online help. The two ways to create help text on the AS/400 are: 1) by adding text 
information directly into the display field by using a display file record, and 2) by creating a text 
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document that is referenced by the display file. There are advantages and disadvantages to each 
method. The disadvantage of going with the text document process is that the AS/400 
Office Vision and word processing software must be installed. If these are not installed, screen 
design aid can be used to add text information directly into the display file. Using either method 
of creating help text on the AS/400 is basically a matter of: 1) creating a user text document, 2) 
identifying panel labels, and 3) attaching test information to a help display panel. 
In support of Smolens, Soule (1991) discusses the techniques of developing online 
documentation on the AS/400, including user, operator and technical documentation organized 
into subsections, menus and screen-sensitive text. To create the help text, according to Soule 
(1991), a final format document must be created using Officevisionl400 and Data Display 
Specifications (DDS) for the screen must contain special help keywords. These keywords would 
relate back to the actual help document and would enable the user to access the document with 
one keystroke. 
Soule (1991), warns of the following problems associated with this method: 
1. There is no help capability for commands (other than IBM supplied help), but only for 
application programs. 
2. There is no hypertext capability on the AS/400. 
3. Help documents are stored in a separate object (folder) from the application program 
or screen format. 
On the other hand the advantages of developing help text on the AS/400 include: 
1. Help document text is reusable. 
2. There is spell check capability on Officevisionl400. 
3. Text may be developed for specific grade level readers. using the editing facilities of 
Officevisionl400. 
4. There is full life-cycle support, meaning that revisions may be easily made when the 
application changes. 
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If you have Officevision/400 on your mM AS/400, you have the ability to produce 
professional help panels, according to May (1992). The help panel may be built from an existing 
document such as a user manual or may be created using a special document complete with an 
index and a table of contents. 
Because the majority of users do not take the time to read manuals, but will press a help 
key to assist them in answering their questions, May (1992) consider online help to be preferable. 
Even ifmanuals were used, there is the constant problem of keeping manuals up;..to-date, making 
sure that change sheets are distributed and that users actually insert them into their manuals. 
To support his position, May (1992) lists the following benefits of online help documents: 
1. The text is entered with full word processing capabilities, including spelling and 
grammar checking. 
2. Every user sees exactly the same text. 
3. Revision is separate from the program itself 
4. Revisions are made by typists rather than by programmers. 
5. The use and creation of an index and table of contents provides the user with a 
professionally appearing "document" on the screen and makes it easier for the 
user to locate assistance. 
6. The user can scroll forward and backward to look at other related items. 
7. Text attributes may be easily assigned within a document. 
8. The help manual, or a portion of it, may be printed by the user, if required. 
9. The creator of the help text may take advantage of the WYSIWYG features of 
Officevisionl 400. 
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Charland (1989), on the other hand stresses that a help system should be designed on the 
specific premise it will succeed or fail depending upon the efficiency with which it provides 
specific information to users to complete their current task. On-line help is neither intended to 
provide all the information about the system, since a library of printed manuals is available, nor is 
it intended to teach users about the system (although users could certainly learn more about the 
system from.the help facility). 
ffiMAS/400 
To provide a background on the IBM AS/400, S. Johnson (1991) states that analysts call 
IBM's additions to its AS/400 line of minicomputers its most significant rollout for 1991. The 11 
new machines, dubbed the AS/400 D models, boast performance and power increases of30 
percent to 60 percent. The D models also come with a new version of the OS/400 operating 
system. Models range in price from $16,250 to $730,000, and offer from 1.5 to almost 20 times 
the performance of a 9404 B 1 0 (the smallest non-entry system) machine. According to Johnson 
(1991) the AS/400 is the newest, and perhaps best, platform for IBM's SAA (Systems Application 
Architecture) and could prove more popular and better suited to SAA than IBM's mainframe and 
workstation lines. SAA support includes data sharing among different Structured Query 
Language (SQL) databases. Features of the new models include greater flexibility for 
44 
microcomputer users through improved networking performance and availability of remote SQL 
servers. 
Elms (1991) continues Johnson's thoughts by pointing out that the IBM AS/400 
minicomputer's installed base is increasing dramatically, despite conventional wisdom that smaller 
mainframes and more powerful workstations should be consuming its market share. By 
December 1990, according to Elms (1991), there were an estimated 111,000 AS/400's installed; 
by the end of 1991, that figure was expected to be 154,000. The primary reason for the AS/400's 
success is that new models have extended well into the IBM 3090 mainframe class. The AS/400 
offers mainframe capability with midrange economy and ease of use. As much as 5 percent of the 
AS/400 market comes from mainframe shops downsizing their business. But IBM's primary 
target for its mid-range computer is the small-business user, because the successful small business 
grows much more rapidly than a large business. IBM's challenge is to develop self-managing, 
self-diagnosing AS/400's with aggressive entry-level prices. 
Also providing a basic insight into the AS/400 operating system, Martin (1989) points out that 
the integrated architecture of IBM's AS/400 minicomputer is the key to its application-enabling 
environment. The system's major functions, including database management, object addressing, 
security and device-independence, are integrated as part of the machine. The application 
developer is isolated from the physical implementation details by the degree of integration, which 
in turn provides support for the major application functions. In addition, the high-level interface 
of the AS/400 provides access to the computer via a single set of operations incorporated into the 
operating system. The interface is implemented by a single command and there are no separate 
control languages for programmers, operators or job control. The interface isolates applications 
developers from machine implementations. This accommodates changes in the machine's 
technology without affecting the applications. 
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Douglas (1992) warns that one of the greatest problems suffered by ffiM's AS/400 is the 
inability to tum the machine's data into information that can be utilized by end-users. The 
problem seems to lie with the user since many MIS managers resist tools which protect 
transaction processing performance. Users keep changing their minds about how they will utilize 
the machine and AS/400 tools are in some cases too difficult for an end-user to apply. Douglas 
(1992) believes that even though ffiM offers AS/400 query as a partial remedy to the problem, 
additional help facilities are required to supplement ffiM's online help. In addition to these aids, 
organizations may find it useful to build a flexible MIS that will support both the casual end-user 
as well as the demanding data analyst. 
From another viewpoint, Radding (1991) advises mid-range information system (IS) managers 
to anticipate the changes affecting the industry when making staffing plans for future years. The 
mid-range market will not disappear, but it will change considerably as a result ofPCs and 
workstations being used increasingly in place of dumb terminals connected to the AS/400. The 
changes will require mid-range staff to acquire new skills, and at the same time economic 
pressures will likely reduce IS staffing or at least slow down staff increases. As a result of these 
pressures, new and existing staffmembers will need to find a better way to solve their system-
related problems, according to Radding (1991). Therefore, the author feels that it will be 
necessary to specifically address the needs of current employees to increase their comfort level 
when using the current application program. Training courses, online help systems, and easy-to-
read user manuals are some methods which may be implemented to assist these end-users. 
Hoskins (1991) describes the ffiM Application Systems/400 (AS/400) family of products as 
ffiM's next generation of mid-size business computing systems. As with its predecessors, the 
Systeml36 and the Systeml38, the AS/400 is a multi-user system. In developing the AS/400, 
developers drew from the ease-of-use features of the Systeml36, combined these with the 
advanced architecture and productivity of the Systeml38, and added new functions. 
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Hoskins (1991) points out that contextual help is available for system tasks on the AS/400, 
should the user require information about a specific OS/400 task or topic. Another function 
available on the AS/400 is online help called 'Index Search'. This is a concept similar to the index 
in a book or manual where you look up a term and tum to the proper page in the book and read 
information about the item. With AS/400's Index Search, the system retrieves the information for 
you and presents it on the screen. This assistance, however, is not available for application 
programs unless programmed by the user. 
To expand upon Hoskins' findings, Beritz and Dunne (1990) consider it to be a major 
improvement in ease of use and system integration and is the next step for users of the Systeml36 
and Systeml38 product line. Beritz and Dunne (1990) point out that onlirie help may be created 
to supply explanations of displays or menus which a user sees when running application programs. 
Online help information for the AS/400 displays arid menus which are created by programmers 
may be specified. In addition, areas within the display may be defined as help areas. Each help 
area is defined by a specification application format called an "H" specification. Help areas 
provide information for users which may remain on the system, separate from the application 
program. Online help information may be added to an existing application program by making 
changes to existing displays and creating help displays. When the user presses "help" on a display, 
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the online help information which was created for that display will appear. The operator can page 
through the various help displays by using the "page up" and "page down" keys. The operator 
leaves the help function by pressing "enter" and returning to the display, with the display being left 
unchanged. 
An additional advantage of the AS/400, according to Beritz and Dunne (1990), is that help 
information may be designed for both the file and field level. File-level help information is more 
general and defines the default help for the file. This information is specified directly on the select 
help key words display and appears when the user presses "help" and the cursor is outside of all 
the defined help areas. Only one file-level help may be included for each display. Record-level 
help information, however, is more specific. This information is specified on displays and is 
associated with a field or a set offields on a display. Online help information appears when the 
user presses "help" and the cursor is in a defined area. More than one set of help displays per 
record may be defined. Similarly, help information may be easily created for menu sources. 
The design of the AS/400 System was based upon the belief that users must be able to quickly 
access the specific information needed to complete their immediate task, in the opinion of 
Charland (1989). Contextual information based upon cursor position is provided for each panel. 
This contextual help is supplemented by an index of how to do it and what it means, i.e. 
information that can be searched by users in their own words. 
A useful technique for accommodating the differences in the experience and knowledge of 
users, according to Charland (1989), is to supplement the primary user interface with a help 
facility which provides the additional information when users request it. By providing the 
information when requested, the facility does not interfere with the users' normal interaction with 
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the computer. What is less well understood, however, is the type and amount of help information 
to provide, as well as the best methods to give users access to this information. A user who 
requires specific information may quickly become frustrated if presented with screen after screen 
of text. Charland (1989) finds that each person's view of what is sufficient information depends 
on that person's experience and knowledge, which varies for not only different users but also for 
the same user over time, as particular aspects of the computer system become more familiar. 
Moad (1992) considers one of the main attractions of the AS/400 to be its vastly improved 
performance, its highly integrated low-cost system software, and the nearly 10,000 applications 
that are available to run on the hardware platform. For example, IBM has released the AS/400 
version of the Customer Information Control System, a transaction processing monitor that is 
popular in the mainframe world. Vendors are also easing the path to the AS/400 by providing 
tools and utilities that make it easier to convert applications from other platforms to run on the 
AS/400 without re-writing, thus making the AS/400 the platform of choice for many mid-size 
organizations. 
In his discussion of mid-range systems, Stevens (1992) believes that training on an AS/400 
System is more important for employees than training on other IBM platforms, due to users' 
multiplicity of backgrounds resulting in different levels of understanding and sophistication. Some 
people move into the AS/400 from mainframes, others from Systeml3X and still others from 
personal computers. On the average, however, Stevens (1992) believes that AS/400 users are less 
technical than users of other IBM systems. 
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Job Performance 
Miller (1992) defines four key elements that must be considered when designing activity 
performance measurement systems. These elements include: customer satisfaction; cycle time; 
quality; and productivity. A fifth element that may be useful is flexibility, although ,it may be 
useful only for certain organizations. Each of these primary elements of performance must be 
considered concurrently when evaluating total activity performance, because each element in 
isolation cannot fully gauge performance levels and therefore has limited value as a performance 
measure. 
In contrast, Thor (1991) suggests that organizations should be certain that their 
performance measures should meet the needs of the users, aid in improving performance, 
focus on what is truly important, be understandable and controllable and be based on available 
information. In addition, Thor (1991) has identified additional frequently used performance 
measures: creativity and innovation, cycle time, outcome, productivity, quantity, timeliness, and 
utilization. When evaluations of the productivity performance levels are completed, Thor (1991) 
recommends that a meeting be convened at which the results are discussed with the relevant staff 
members. 
Jacobs (1988) focuses on factors which contribute to poor employee performance and 
suggests ways to deal with them. Managers may create constructive remedies by discovering how 
behavior originates, and analyzing the causes before taking action. Jacobs (1988) identifies 
outside stress, as well as confusion between the employee's and supervisor's version of the job 
description, as factors which will reduce an employee's day- to-day performance. Some 
employees are perceived as having a poor attitude when in reality they may lack organizational 
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skills, be unclear about management's priorities and expectations, or the job may no longer be a 
challenge for them. Managers often make the mistake of only talking to employees when 
something is incorrect. Jacobs (1988) recommends that employees need day-to-day supervision 
and feedback which will take into account their individual styles and requirements. 
In order to address the problem of performance in the work place, Rutherford (1989) 
believes that two base lines must be established: 1) the problem starts and ends with the 
individual worker who operates within the context of a performance system and 2) improvement 
in individual performance will only occur if the variables in the system are understood and 
managed. Rutherford (1989) defines a performance system as an arrangement whereby individual 
performers with certain knowledge, skills and attitudes are expected to produce a particular 
output. Businesses can use the performance system as a useful framework to identify whether the 
premise is true for a particular individual. 
Whether job dissatisfaction develops slowly over a number of years or occurs overnight, 
job dissatisfaction usually occurs, according to Pollock (1990) because the job has changed, the 
organization has changed, or the worker's interest has changed. In extreme cases, switching to a 
new job is the only solution; in many cases, dissatisfaction is simply a temporary fiustration with 
the work and the work environment. For bouts of occasional job frustration, Pollock (1990) 
suggests a number of ways to improve job fit and its intended satisfactions. To some extent, 
individual managers can modify their own activities, either by delegating responsibilities to others 
or by taking on new responsibilities that suit their area of interest. The desire to be given new 
responsibilities should be communicated to the individual's superior who may have the flexibility 
to simply move the dissatisfied manager to a new work area. 
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Rosenberg (1990) calls attention to statistics from a report from "Training" Magazine 
indicating that United States firms with more than 100 workers collectively spent $44.4 billion for 
training in 1989. However, US corporations are still experiencing problems with competitiveness, 
motivation, and creativity. Human resources experts are now emphasizing the importance of 
improving employee performance as a way to increase productivity. This can be accomplished 
through the use of human performance technology, which encompasses five steps: conducting 
performance analysis; specifying performance problems, causes and opportunities; designing 
solutions; implementing solutions; and monitoring and evaluating results. 
In support of Rosenberg, Colella (1990) reports on a new study that examined the effects 
of two types of performance feedback, goal discrepancy and past performance discrepancy, when 
related to the acceptance of assigned goals and personal goal levels. The subjects were 110 
introductory psychology students (90 in an experimental and twenty in a control condition) who 
performed an anagram task for seven trials. Assigned goals for experimental subjects became 
increasingly difficult. As predicted, assigned goals were rejected when goal discrepancy became 
sufficiently negative. Goal discrepancy and past performance discrepancy differed both in the 
magnitude of effects on acceptance as well as on personal goals, indicating that subjects used 
these feedback discrepancies differently in the goal evaluation process. Unexpectedly, personal 
goals and performance remained high even after assigned goals were rejected, according to 
Colella (1990). 
A Fumham, Sadka, and Brewin (1992) study establishes that attributional styles correlate with 
social class, job satisfaction and intrinsic motivation. Using an occupational attributional style 
questionnaire to test attributions for work-related events, the study demonstrates that success is 
attributed to internal factors, while failure is attributed to external causes. A pessimistic person 
equates failure with personal inadequacies, and this mind-set results in a predisposition toward 
poor job performance. 
Systems Analysis 
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Assuming that information systems should be designed with the intent of improving the 
overall effectiveness of the organization, Dykman & Robbins (1991) contend that effective 
systems analysis is needed to ensure that business problems are correctly defined, and that 
appropriate solutions are clearly defined. Dykman and Robbins (1991) further state that such 
analysis is a critical phase in the systems development life cycle (SDLC), beginning with a study 
of the existing system, either manual or automated. This is followed by the use of various 
techniques to document the findings of the study. The information that has been gathered and 
documented is then used to define the requirements of the new system or the system change. 
Dykman & Robbins (1991) further note that the analysis phase is preceded by the problem 
recognition and feasibility phases of the SDLC and must be completed before the design phase 
can be started. The process begins with gathering facts about the existing approach to 
accomplishing the business task. The analyst must then examine the existing system 
documentation that was developed to orient employees to the specific tasks they perform or to 
outline expectations of a particular work process. This may be accomplished by gathering copies 
of all forms and reports, along with information on how often they are produced, how many 
copies are generated, and destination of these copies. 
A case study of systems analysis at the Red Cross (a non-profit organization) is presented 
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by Rupare1 (1991). The study was conducted when Red Cross management requested an 
information system to keep track of all the relevant entities in the help education system (e.g. 
instructors, courses, students, supplies, etc.). During this analysis Ruparel noted that users 
requested pull-down/pop-up menus and moveable resizeable windows along with interactive help 
text to assist them in completing their tasks. 
Rupare1 (1991) reports that frequently an analyst/designer must attempt to foresee as 
many eventualities as possible by examining and exploring the history of the proposed application. 
It therefore makes sense to devote time and energy up-front to examine the history of the 
application and/or the activities to be computerized, as well as anticipating the future use, so that 
such errors are avoided and so that the needs of the users are addressed at the beginning of the 
study. 
Using a different approach, Sullivan (1992) states that because often, when new products 
or policies are introduced, no one is sure what needs to be done. Sullivan (1992) maintains that 
the systems analyst is the perfect candidate to act as coordinator for new projects. According to 
Sullivan (1992), the first step in making sure that the job gets done properly is to make a checklist 
and an outline and to fill in the blanks. The next step is to let everyone else know what needs to 
be done. They should be assigned tasks and allowed to develop their own plan to ensure that 
their goals are met on time. A work flow chart should be prepared to ensure that nothing is left 
undone. Sullivan (1992) notes that simple, straightforward procedures can assure that everyone's 
role has been addressed and that the appropriate controls are in place. Procedures provide a 
history of the project and a full picture of how the project is going to be handled. After the 
project has been put into effect, the analyst must check to see that everything was done correctly 
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and determine what adjustments were made or need to be made to insure that the main purpose of 
the project is achieved. 
In a discussion of systems development, Necco (1989) warns of potential problem areas 
that may exist in the system development cycle, including: lack of senior management support 
and involvement; failure to use a standard systems methodology; lack of knowledge about 
alternative approaches to systems development; and lack of serious concern with the software 
maintenance problem. The development of micro computers and fourth-generation languages has 
allowed non-MIS personnel to develop computer applications in their own functional areas. 
However, MIS managers fear that poorly designed and documented end-user applications will 
become their responsibility to maintain, standardize and integrate. 
Stevens (1991) advises that systems analysts should know about work simplification and 
manual systems techniques and how they can be applied to all aspects of business. A five-step 
work method that was developed in the early 1900s consists of selecting the job, breaking down 
the job in detail, questioning the job and each step of the job, developing improved methods, 
selecting the best new method, and implementing the new method. 
Stevens (1991) further points out that in the 1950's and 1960's, the work simplification 
and manual systems dealt with the same issues: questioning each job and its procedures to see 
what was being done, while it is being done, and how it is being done; using work distribution 
charts to find activities that can be delegated to lower-grade employees; and studying procedures 
and finding ways to cut cost and reduce operating time and labor. 
According to Blanks (1991),. there are three primary phases to enterprise analysis and 
global needs assessment: building a business model, designing information architecture, and 
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creating an information systems development plan, with each phase having its own deliverables. 
Business strategy is handled by the business model; the organization areas, the business processes, 
and the data entities are defined and quantified in the information architecture phase; and 
hardware platform alternatives and an implementation strategy are decided in the information 
systems development plan phase. Senior management then requires an audit of the deliverables 
produced by each phase. This audit, which is also a quality assurance check, is conducted by a 
systems auditor. 
Similarly, Stevens (1992) describes that the successful systems analysis project as taking 
place in stages. Initially, the problem under consideration needs to be defined. Then the 
operation under question needs to be analyzed in detail in order to determine the best solution. 
Finally, the implementation of the agreed-upon procedure needs to be carried out. Some analysts 
argue that projects fail because of improper implementation more than for any other reason. One 
explanation for these failures is that the project is divided into separate stages, each carried out by 
different personnel. Consequently, the systems analyst that gets to finally implement the 
procedure has little incentive to see that it succeeds. Stevens (1992) reports that some analysts 
maintain that giving an entire project to specific personnel gives them added incentive to see that 
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it is accomplished successfully. 
Wood and Houle (1991) develop the idea that firms that want to take advantage of 
benefits offered by information systems technology need to ensure that technology plans and 
overall business plans in an IS department are complementary. Interviews with ten firms indicate 
that a variety of techniques can be used to keep technology and business plans mutually 
supportive. One suggested method is to assign systems analysts to user groups that are 
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responsible for setting up priorities. Another technique is to select a systems analyst specifically 
to assess business requirements of users and to determine how new technology can meet business 
needs. A third method is to assign systems analysts to user groups and have analysts report to 
these groups. Wood and Houle (1991) stress that a critical element in all techniques is to ensure 
that all large projects are started and directed by user communities. 
Prescott (1991), on the other hand, suggests that tools provided by software engineering 
can be used to solve problems. For example, structured systems analysis is a fast and effective 
method of solving complex system problems. The process is to partition the system that does the 
task into block boxes, each box representing a sub-task. Prescott (1991) advises that the steps 
should include using very clear concise English to describe the task, breaking down each function 
into sub-functions, and writing a description telling what each sub-function does. 
D. Johnson (1991) points out that information engineering professionals ensure that the 
life cycles of the components of information systems are synchronized within an overall 
information systems architecture. Information life cycle management focuses on information 
content and involves applying conventional management processes to the stages of the cycle, 
including information storage, retrieval, and processing. The life cycle technique involves 
information resources planning, development, and management. The useful life of an information 
system depends on many factors, including the volatility of the business, software development 
techniques and technology. Johnson (1991) warns that the structured soundness that is necessary 
for the expansion of an information system is lost when the components are repaired without 
considering the entire system. 
It is important for the systems analyst to create techniques to develop successful 
57 
information systems operations, according to Fougere (1991). Systems analy3ts acting as change 
agents must comprehend the technical factors of IS operations and evaluating systems. It is also 
critical for systems analysts to possess the skills to communicate with both end-users and 
technicians regarding their needs. One way to ensure success is to encourage systems analysts to 
have more interaction with end-users so that user needs can be established instead of being simply 
assumed. 
Miller (1991) however, discusses a unique approach which was utilized by Boston 
University to create and implement automation methodology for the telefund and direct mail 
programs of the Annual Giving office. The University established a main frame-based data-base 
system using a rule-based intelligent system, micro-computers and stand-alone telemarketing 
software and hardware. The system generated successful results because it strategically applied 
new technology to business opportunities by using an opportunistic approach to information 
systems development. In contrast, using information technology to solve problems generally 
provides results that are proficient instead of excellent. Steps in using opportunism for systems 
development include establishing an information technology architecture, establishing a direction 
for application systems, and segmenting projects into small pieces. 
A different approach is proposed by Jaakkola and Drake (1991), who discussed the 
advanced systems development methodology (ASDM) which can help information systems 
managers handle all types of systems development situations. The components of an ASDM 
include a project management perspective, an automated approach, advanced procedures, the 
development of standards, and the use of documentation. IS managers can adapt the ASDM to 
specific situations by using a formal tailoring process, which includes identifying systems 
development characteristics, selecting the appropriate approach, selecting automated tools, 
establishing standards, and developing documentation. 
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Godfredsen and Deveau (1991) maintain that organizations can increase their growth and 
profitability through effective management information systems. A strategic management system 
provides the information that is necessary to evaluate strategic plans. Executive information 
systems must provide accurate, relevant and timely information about the status of strategic 
success factors. Other systems that can be helpful include financial information systems, sales and 
marketing systems, and personnel management systems. The development of an effective MIS is 
based on dividing functional areas into functional units. Managers can then deteimine the types of 
information that each unit needs. The key benefit of taking a systems approach to management 
may be the ability to predict the system's behavior. 
Simons (1991) however, reports that management control systems, formal procedures 
utilizing information to control organizational activity, are viewed as strategic implementation 
tools for management. Management control systems include information systems for budgeting, 
planning and cost control. A study of thirty US corporations in the health':'care industry was 
conducted to elucidate the circumstances under which management uses management control 
systems as a tool to implement strategic initiatives.· Results reveal that the vision of top 
management is the key variable for the interactive management control systems. 
Ash (1990) observes that often quotes and cliches can cut to the heart of a complex matter 
and reveal truth that people would otherwise try to cover in hyperbole. Just as technology comes 
to the forefront in so many aspects of modern business operations, the information systems 
professions are facing serious problems. The profession has insulated itself from the organizations 
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and markets which it serves by enacting diverse policies and procedures resulting in conservative, 
rigid and bureaucratic support functions frowned upon by other organizations. Ash (1990) 
echoes a point driven home by various sources, that is, if MIS does not continue to change and 
improve, the departments and executives managing such systems will be replaced or the 
organizations employing them will be left in the dust. 
Ware (1990), on the other hand, recounts a story of the process of developing a project 
management curriculum for the New England University. The university was to establish an 
advisory panel of specialists in various fields to apply project management principles on an 
ongoing basis. At the first meeting of the panel, the moderat6r asked the members to write down 
the biggest obstacles to successful project completion in their. practical experience. Each member 
noted a variation of a lack of communication skills. The lesson to be learned by the project, 
according to Ware (1990), is that the leader should hone his/her people skills and worry less about 
technical issues. 
Bush and Robbins (1991) warn that the overall aims of the MIS department are often 
forgotten in fulfilling day-to-day duties. Consequently, it is helpful to step back and reexamine its 
basic reasons for existence. One good way is to define the words "management information" and 
"systems". MIS staffers viewthe organizations other managers as clients and strive to get to 
know their duties and responsibilities so that they may better serve them. MIS staff members 
must also supply managers with as much information as possible so that they can make sound 
decisions. However, the MIS staffers must also avoid overloading managers with information. 
"Systems" are collections of components comprising input, processes, output, and feedback. 
Bush and Robbins (1991) state that the systems are so constituted as to achieve a specific 
objective. It is important to keep in mind that few managers make their decisions by gathering 
information through direct observation. 
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Finally, Maglitta (1991) describes a model that was developed for hybrid information systems 
organizations. This structure combines the best feature of the centralized and decentralized IS 
approaches. A central IS group selects operating systems, hardware standards, data base systems, 
local area networks and programming toolsin addition to handling human resources issues. User 
departments in tum set IS priorities and establish cost centers. 
Summary 
In conclusion, the literature provides considerable evidence that although formal training 
programs, support groups and management involvement may help to promote the proper 
environment for overcoming the obstacles facing users, that there is an additional need for a user-
friendly online help system to supplement the above interventions. This may be developed on the 
IBM AS/400 using various techniques including 'index search' (Hoskins, 1991), 'officevision' 
(May, 1992), or 'help areas' (Beritz and Dunne, 1990). 
Non-profit organizations, which face the additional obstacles of increased staff turnover 
and lack of motivation (Herzlinger, 1977) need to address the issue of online help systems to 
attempt to maintain their employees' tenure as well as to increase productivity. This study will 
provide the basis for those organizations to attack the problems and to develop a comprehensive 
system to better support their end users. 
Design 
Chapter III 
Methodology 
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Radding (1991) points out that technological changes require staff to constantly· acquire new 
skills, forcing organizations to design a method to specifically address the needs of current 
employees by improving their comfort level when using application programs, increasing 
productivity, and fostering a more efficient and effective work environment. The problems 
experienced at GNYC, as presented in Chapter One, as well as those at The Riverside Church and 
Phoenix House, lie primarily with the high degree of turnover and lack of formal training for data 
entry clerical employees (Rabenovets, 1992). To address these problems in a timely and cost 
effective manner, it was proposed by the user group that an online help system be designed to 
assist the employees in completing the proper information on menus and screens in the Non-Profit 
Membership Management System developed by CSCI, Incorporated for the AS/400 platform. 
Leibowitz et al. (1991) states that on average it costs an employer $6,000 to hire a new 
employee, with 50%-60% of employees leaving within the first seven months. An online help 
system would provide these new employees (as well as current employees who require additional 
information) with the necessary assistance to perform their required tasks without consulting 
lengthy manuals or telephoning the software developer for assistance. 
Procedures and Methods 
The following steps were completed to address the needs of data entry employees in 
nonprofit organizations: 
1) With committee permission, the researcher conducted a preliminary needs assessment of 
employees to determine the efficacy of implementing an online help system (Appendix C). The 
results of the generaVdemographics portion were tabulated and statistically analyzed, and are 
summarized below: 
a) The average person uses the AS/400 daily, on a sporadic basis (35.7%). 
b) Users occasionally have a problem obtaining the exact document or report desired 
(39.3%). 
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c) Users were neutral regarding the difficulty which they encounter while using the system 
(46.4%). 
d) Fifteen (15) users regularly perform data entry tasks. 
e) Six (6) users perform word processing/mail merge tasks. 
t) Seventeen (17) users frequently run reports. 
g) Twenty One (21) users perform inquiries. 
h) Six (6) users perform unrelated tasks on the AS/400. 
I) Thirteen (13) individuals use the fund raising master file. 
j) Nine (9) individuals use the individual master file. 
k) Nine (9) individuals use the cash receipting program. 
l) Sixteen (16) individuals use the variable select program. 
m) Four (4) individuals use other programs. 
Among users of the fund raising package: 
a) The average person uses the package a few times each week. 
b) The average user considers the package neither easy nor difficult. 
c) While the majority of users (38.9%) prefer to call the MIS Department when they 
require assistance, the average user seeks assistance from a co-worker first. 
d) When asked to rank their order of preference at times when users require assistance, 
10.7% preferred to call the MIS department first, 25% preferred to use a "help key" 
first, 7% preferred a manual, 17.9% would rather ask a co-worker for help, and 7.1 % 
would tum to their supervisor first. 
e) 35.7% of users occasionally require assistance using the program. 
f) 43.8% responded that they found everything (all of the above) to be the most 
troublesome when using the program. 
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g) When asked how long it takes to receive a solution to a problem, 27.8% state that it 
takes the MIS department 16-30 minutes to respond; 25% found that they could solve 
a problem within 6 to 15 minutes using a manual; 71% believed that a co-worker could 
solve a problem within 5 minutes; and 53.8% felt that their supervisor could solve a 
problem in less than five minutes. 
Among users of the Individual Master File: 
a) 22.2% access the file a few times each week. 
b) 45.5% found the program neither easy nor difficult. 
c) 66.7% of the users now call the MIS department first if they encountered any 
difficulties with the program. 
d) When asked which source the users would prefer to use first, 25% stated the MIS 
Department, 16.7% would use a "help" key, 16.7% would refer to a 
manual, 8.3% would ask a co-worker, and 33.3% would ask their supervisor for 
assistance. 
e) 50% of the users occasionally require assistance with the program. 
f) 27.3% of users find it troublesome not knowing what happens when an option is 
selected, as well as knowing if the report which they requested is actually running. 
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g) 40% of the users state that the MIS department responds to their questions within 16-
30 minutes; problem resolution from a manual was evenly distributed (20% each) 
among all time options; 66.7% believe that a co-worker can solve a problem 
within 5 minutes; and 44.4% feel that their supervisor will find a solution to their 
problem within 5 minutes. 
Among users of the Word Processing programs: 
a) 27.3% of the respondents use the word processing program once each week. 
b) 50% consider using the program to be somewhat difficult. 
c) 50% first ask a co-worker for assistance with a problem. 
d) 40% would prefer to use a "help" key to answer a question. 
e) 60% occasionally require assistance using a program. 
f) 60% are concerned not knowing what happens when they use the program. 
g) 50% of the users state that the MIS Department will address their problems within 16-
30 minutes; 66.7% believe that by using a manual they will solve their problem within 
16-30 minutes; 50% feel that co-workers can assist them within 6-15 
minutes; it was evenly distributed (33.3% each) that a supervisor could address a 
problem within 5 to 30 minutes. 
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Among users of the Cash Receipting and Accounts Payable programs: 
a) 26.3% use the program constantly, every day. 
b) 45.5% consider the program somewhat difficult. 
c) 63.6% call the MIS department first, in the event ofa problem. 
d) 40% would prefer to find the answer to a problem using a "help" key. 
e) 66.7% frequently require assistance using the program. 
f) 37.5% note "all of the above" when asked what they find most troublesome with the 
program. 
g) 33.3% each feel that the MIS Department will respond to a problem within 5 minutes 
or between 6-15 minutes; 28.6% believe that they can solve a problem using a manual 
in between 6-15 minutes; 50% can have a problem addressed by a co-worker 
in less than 5 minutes; 37.5% feel that their supervisor can solve the problem in under 
5 minutes. 
Among users of the variable select and reporting programs: 
a) 31.6% use the program daily, on a sporadic basis. 
b) 33.3% each either find the program somewhat difficult or somewhat easy. 
c) 66.7% of the users call the MI S Department first in the event of a problem. 
d) 40% would prefer using a "help" key to solve a problem. 
e) 53.3% of the users occasionally require assistance with the program. 
f) 33.3% find it most troublesome knowing what happens when you select a particular 
option from a menu. 
g) 33.3% believe that it takes the MIS department between 6-15 to 15 minutes to solve a 
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problem; 37.5% feel that they can solve a problem with a manual in under 5 minutes; 
58.3% find that a co-worker can address a problem in under 5 minutes; and 
45.5% believe that their supervisor can secure the answer in less than 5 minutes. 
Responses to demographic questions were: 
a) 42.3% would find an on-line "help" system very useful; 42.3% believe that an on-line 
"help" system would be extremely useful. 
b) The mean time employed at GNYC is 4.27 years, with the median being 3.6 years. 
c) 64.3% never received formal training on the fund raising program. 
d) 75% never received formal training on using the individual master file. 
e) 75% did not receive training on word processing/mail merge. 
£) 75% were never trained on the use of the cash receipting package. 
g) 67.9% never received formal training on the variable select/reporting program. 
h) 10.7% of respondents have a high school diploma or GED. 
21.4% attended some college 
10.7% received an Associates Degree 
39.3% earned a Bachelors Degree 
7.1 % attended graduate school 
3.6% earned a graduate degree 
7.1 % provided invalid responses 
I) The mean time employed in their present position was 3.373 years, with the median 
being 3.050 years. 
j) 68% responded that their prior position was computer related. 
k) The mean time having worked with a computer is 3.12 years, with the median being 
2.89 years. 
1) 3.7% of respondents have ever used an on-line "help" system. 
m) 22.2% of users completing the survey were male, with 77.8% being female. 
n) 25.9% bfrespondents were less than 25 years old. 
18.5% were 25 to 34 years old 
11.1 % were 35 to 44 years old 
11.1 % were 45 to 54 years old 
7.4% were more than 54 years old 
26.0% provided invalid responses 
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2) Also with permission from the committee, the researcher conducted a preliminary job 
satisfaction survey of seven employees to determine underlying problem areas which affect the 
operation of the organization and which may be somewhat alleviated by reducing frustration 
(Appendices C and D). The findings were detailed in Chapter I and indicate the need for 
intervention. The user needs assessment (Appendix C) demonstrates some areas where the MIS 
department may assist in relieving some of the anxiety expressed by employees. 
3) Log the problems which are communicated to the system operator, as they relate to the 
AS/400 Membership Management System during a two month period. All help-related requests 
received by MIS personnel in-person, by telephone, or via the "help desk" voice mail box were 
entered into the "MIS Maintenance Log". The log includes entries for "Person", "Department", 
"Date/Time Entered", "Problem Type", "Problem Description", "Resolution" and "DatelTime 
Resolved". 
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4) Address the problems communicated by the clerical staffby developing an AS/400-based 
help system for the CSCI Non-Profit Membership Management System. The online help system 
was designed based upon recommendations from Kearsley (1988) and May (1992). 
Kearsley (1988) states that in designing a help system, it is necessary to decide whether the 
help will be static (like an on-line reference manual), context sensitive (make inferences about 
what advice to give or action to take), or dynamic (engage the user in a dialogue). Kearsley 
(1988) notes that a major limitation to the current design of help systems is that it is largely trial 
and error, there being no validated theoretical framework that identifies what kinds of help are 
likely to be needed for a particular application. Due to the nature of this study, the help system is 
static. 
Kearsley (1988) points out that there are three principal ways for users to activate help: by 
typing a help command; by pressing a designated help key; or by selecting a help option from a 
program menu. Each method has its advantages and disadvantages. 
Kearsley (1988) states that typed input has the advantage that a complex syntax can be 
implemented allowing specification of multiple terms or levels. The disadvantages of typed input 
are that syntax errors may be made in the input, the user has to remember the syntax of help 
options and a parser will be needed for complex help. Help keys have the advantage that they can 
be activated easily and independently of typed input. The disadvantage of help keys is that they 
may be forgotten unless the user is reminded by a prompt which is displayed on the screen. The 
major advantage of including help as a menu option is that it is visible and evident to users every 
time they look at the menu. Both help keys and help menu options require further specification of 
the help needed according to Kearsley (1988), unless they are providing a context sensitive 
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message, whereas typed input allows immediate specification. The help system in this study was 
designed using a designated help key (Command-6) which is the Systems Application 
Architecture (SAA) standard for help. A prompt is displayed on the menu screen to remind the 
user of the availability of this function. 
There are two primary considerations in formatting help displays according to Kearsley 
(1988): location and size of the message area; and paging or scrolling within the message area. 
The help area may use a full screen that replaces the current application screen when help is 
selected, or it may take the form ofa window, which overlays only part of the screen. The 
formatting consideration for help messages is whether the message should page or scroll if its 
length exceeds the space available in the window or message area. However the help is displayed, 
it is critical that the user be able to return to the application with a single key stroke. The design 
of this help system is such that upon pressing the Command-6 key, a window will pop up 
providing detailed instructions on the use of the command or screen. The user may return to the 
application by pressing the "enter" key. 
According to May (1992), once the help system has been designed, a particular file 
structure for the help messages will need to be defined. The two primary alternatives are a single 
file with a unique code separating each message or as separate files for each help message. May 
(1992) suggests that the first alternative may result in more efficient processing, whereas the 
second alternative may make development easier. The system was designed using a single 
Office/400 document, with keywords used to define the identified help areas. 
May (1992) further states that in many cases, users will want to print out help information to 
study it further or for future reference. This means that a screen print option needs to be available 
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while help messages are displayed. In this help system, the "Print" key may be used to obtain a 
hard copy of the help text, if required. The help system was also designed so that it can run on all 
terminals (personal computers, as well as system terminals). 
The actual help system was developed using the Officevision capabilities of the AS/400 and 
completing the following steps as recommended by May (1992): 
a) create the document and insert labels within the text 
for each section of help text 
b) save the resolved document to a different name in Final 
Form Text (FFT) format 
c) create the Data Display Specifications (DDS) using 
Screen Design Aid (SDA) or Source Entry Utility (SEU); 
special keywords are used to associate areas of the 
help panel with the help text labels 
d) compile and test the display file 
When implementing a help system, Kearsley (1988) points out that the time and resources 
which are required must be weighed against the payoffs of increased useability. Here it may be 
necessary to compare the average transaction time or average number of errors on the original 
system with using the system with the helps. Improvement within the useability are translated into 
financial benefits in the form of reduced costs. Support costs include the development and 
distribution of documentation, giving training seminars and providing customer hotlines. The 
more useable a program or system is, the less support it will require. 
5) Conduct a training session for the clerical staff on the use of the help facility covering 
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the areas of accessing help, 
using the glossary to locate specific information, scrolling the help text, printing the help text, if 
necessary and exiting from help. 
6) Kearsley (1988) states that the collection of data from user analysis and testing is critical to 
the development of effective help systems. If there are inconsistencies or problems in the help 
system, the user will stop using it, rendering it virtually useless. Therefore, a comparison of the 
number and type of requests made to the system operator during a six (6) month period following 
the implementation of the online help system will be made against the problems which were 
communicated prior to the intervention of the help system. In addition, the types of questions 
being asked of the help desk were categorized and compared against the types of questions which 
were posed during the pre-implementation period. 
7) The assessment instrument which was utilized in step one (Appendix C) was again 
administered six (6) months following implementation of the online help system. The statistics 
which were generated are presented in comparison to the initial findings and reported in chapter 
fOUf. 
Chapter IV 
Results 
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A summary of collected data is presented. This chapter is organized into two main areas: 1) 
characteristics of respondents, and 2) responses to specific questions regarding use of the various 
AS/400 programs. The statistical methodologies of descriptive statistics (ie.frequency distribution, 
means and correlations) were utilized in describing the sample population and addressing the 
research question of what problems are being faced by clerical staff members of non-profit 
organizations who regularly use an IBM AS/400 minicomputer, how to identify these problems,· 
and how to assess the training needs of these employees. 
Characteristics of Respondents 
A needs assessment survey (Appendix C) was prepared and distributed to respondents prior to 
and six (6) months following implementation of an online help system which was designed to 
assist users of the non-profit membership management programs developed by Computer Systems 
Consultants, Inc. for the IBM AS/400. Respondents include non-professional staff members (28 
in the pre-impleme~tation survey, 22 in the post-implementation survey) of the Greater New York 
Councils,·Boy Scouts of America. Response to the survey includes 100% of those eligible 
employees. The disparity between the numbers of surveys returned (28 vs. 22) may be explained 
by a staff reduction which took place in 1994. The question numbers in the tables refer to the 
questions in the needs ass~ssment survey (Appendix C). 
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Significant Findings 
The demographic composition of the employees who participated in the survey show 
that the average respondent was employed by GNYC for 7.8 years, having spent 3.2 years in 
their present position. They have worked with computers 6 to 8 years, on average, even 
though 54.2% had not worked with computers in their previous assignment. 62.5% of the 
respondents were female, with an average age in the 25-34 year old range. 79.2% had no 
prior exposure to online help systems prior to .the intervention of the system which was 
designed as part of this study. 
Of those employees who regularly use the fund raising programs, 70% found the 
programs to be either somewhat or extremely easy following intervention, as opposed to only 
36.9% prior to implementation. After learning to use the help system, 60% use it regularly, 
with 100% of respondents believing that the help system will assist them to resolve their 
problem in the shortest period of time, as compared to reading a manual, calling MIS or 
asking a co-worker or supervisor for assistance. 
The employees who frequently use the individual (master) file, prefer to use the online 
help system (87.5%) as opposed to 66.7% who believed that calling the MIS department for 
assistance was best pryor to intervention. This 87.5% of respondents also perceived that they 
could secure an answer to a question in less than five (5) minutes by using the help system. 
Users of the AS/400 word processing system sought assistance from their supervisor 
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(50%) prior to intervention, whereas 75% now take advantage of the online help facilities. 
100% of the word processing users stated that they could solve their problem within five (5) 
minutes by using online help. 
Respondents whose responsibilities require use of the cash receipting programs were 
neutral regarding ease of use of the programs prior to intervention (45.5%). However, 
following implementation of the help system, 66.7% now find the programs to be extremely 
easy. 100% of those who completed the survey however, prefer to ask another person (MIS 
or a co-worker) for assistance rather than taking advantage ofthe help system, even though 
50% believe that the help system will allow them to solve a problem within five (5) minutes, 
and the remaining 50% feel that the help system will fill their need within 15 minutes. 
Users of the variable select programs to produce reports first called the MIS 
department for assistance prior to intervention (35.7%), but now the vast majority (70%) use 
the online help facility. 60% also believe that they can solve a problem using online help in 
less than 5 minutes, with the remaining 40% feeling that they can have their question 
answered in less than 15 minutes with online help. 
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In order to further identify problem areas and performance, seven (7) GNYC staff 
members voluntarily completed the Hilson Career Satisfaction Index (Appendices C and D). 
In case 1 (Appendix D), the individual has endorsed items indicating a tendency to excuse 
some types of work behavior such as chronic lateness or absence. To some extent, the subject 
appears to believe that employees are entitled to abuse priveleges afforded by the work 
situation. The individual also reported having some difficulties in his relationship with his 
supervisor. Conflicts at work, feelings of not being appreciated and/or outright resentment 
and lack of respect for the administration have also been expressed. 
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The individuals in cases 2 and 5 (Appendix D) demonstrated an unusual reluctance to 
reveal themselves and were extremely guarded in answering the questions on the inventory, 
presenting an unrealistically virtuous picture. Inwald (1989) notes that this behavior indicates 
a strong need for approval. 
The subject in case 3 (Appendix D) may be a habitual user of alcohol or drugs, and 
demonstrates antisocial behaviors and/or antagonistic attitudes relating to work and 
supervisors. The individual also excuses some types of work behavior such as lateness or 
absence, as well as petty theft. She appears to be an impUlsive, perhaps even resentful person 
who tends to overreact and become volatile at times. 
The employee in case 4 (Appendix D) was not entirely candid about her feelings 
and/or behaviors, favoring socially acceptable responses. There is some indication that she 
may not have significant friendships and/or family relationships to provide support in time of 
stress. She also appears to have some difficulty trusting and/or getting along with her peers at 
work. 
The subject in case 6 (Appendix D), like the individual in case 3, also may be a 
habitual user of alcohol or drugs and demonstrates many of the same characteristics. In 
addition, he may have a tendency to become easily annoyed by the actions of others and may 
have difficulty trusting peers. He has also suggested that he is currently seeking a change of 
employment. 
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In case 7 (Appendix D), the subject has admitted to a number of physical symptoms 
and may be anxious or depressed. Some antisocial behaviors or antagonistic attitudes relating 
to work and/or supervisors were endorsed on the inventory. The individual also endorses 
chronic lateness or absence and has a tendency to become annoyed by the actions of others, as 
well as having difficulty trusting peers at work. 
Summary 
The findings detailed above provide a summary of responses to a job satisfaction 
questionnaire as well as detailing the pre and post intervention perceptions of clerical staff 
members of GNYc. These findings will be discussed in Chapter V, along with conclusions 
and recommendations based upon the analysis. 
Chapter V 
. Conclusion 
This chapter is divided into four parts. The conclusion section addresses results 
concerning the research question as well as the demographic and statistical findings. The 
implications section contains information on how online help systems may playa significant 
role in assisting non-profit organizations to better equip their clerical staff in becoming more 
productive. The recommendation portion deals with topics or areas for future research. 
Finally, the summary section restates the theoretical problem which led to the research, 
procedures and results. 
Conclusions 
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The research question addressed in this study was to determine the problems faced by 
clerical staff employed by non-profit organizations who regularly use th~ mM AS/400 
minicomputer. The study further addressed the methods of assessing the training and problem 
solving needs of these employees. 
A survey (Appendix C) was conducted at the beginning of the study to determine 
these needs. Following the implementation of an online help system the survey was once 
again conducted, this time to ascertain whether the intervention yielded any change in 
perception regarding the use of the membership management programs. The results 
demonstrate that the online help system was instrumental in reducing the time which was 
required to locate the answer to a system-related question, or the solution to a problem, 
without human (e.g. supervisor, co-worker or MIS department) intervention. 
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Of those employees who regularly use the fund raising programs, 70% found the 
programs to be either somewhat or extremely easy following intervention, as opposed to only 
36.9% prior to implementation. After learning to use the help system, 60% use it regularly, 
with 100% of respondents believing that the help system will assist them to resolve their 
problem in the shortest period of time, as compared to reading a manual, calling MIS or 
asking a co-worker or supervisor for assistance. 
The employees who frequently used the individual (master) file, refer to use the online 
help system (87.5%) as opposed to 66.7% who believed that calling the MIS department for 
assistance was best prior to intervention. This 87.5% of respondents also perceived that they 
could secure an answer to a question in less than five (5) minutes by using the help system. 
Users of the AS/400 word processing system sought assistance from their supervisor 
(50%) prior to intervention, whereas 75% now take advantage of the online help facilities. 
100% of the word processing users stated that they could solve their problem within five (5) 
minutes by using online help. 
Respondents whose responsibilities require use of the cash receipting programs were 
neutral regarding ease of use of the programs prior to intervention (45.5%). However, 
following implementation of the help system, 66.7% now find the programs to be extremely 
easy. 100% of those who completed the survey however, prefer to ask another person (MIS 
or a co-worker) for assistance rather than taking advantage of the help system, even though 
50% believe that the help system will allow them to solve a problem within five (5) minutes, 
and the remaining 50% feel that the help system will fill their need within 15 minutes. 
Users of the variable select programs to produce reports first called the MIS 
department for assistance prior to intervention (35.7%), but now the vast majority (70%) use 
the online help facility. 60% also believe that they can solve a problem using online help in 
less than 5 minutes, with the remaining 40% feeling that they can have their question 
answered in less than 15 minutes with online help. 
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A comparison of survey data taken prior to and following intervention demonstrate 
that the implementation of the online help system has made a significant impact on the 
productivity of the clerical employees, who are now better equipped to identify and solve their 
system-related problems. According to Jervis (Personal Communication, April 4, 1995), a 
marked increase in project turnaround has resulted from the implementation of the online help 
system. Furrer (Personal Communication, April 4, 1995) further noted that the number of 
calls to the MIS department requiring answers to simple questions has declined to the extent 
that the Information Systems Coordinator, (ie. the employee who was assigned the task of 
addressing the questions and problems expressed by the clerical staff), has now been re-
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assigned, full time, to coordinate the electronic publishing needs of the council. 
Implications 
The findings which were evident while responding to the research question provide a 
basis for future work in improving the productivity and job satisfaction of clerical employees 
in non-profit organizations. This study was an exploratory effort from which potential 
suppositions may be developed for future studies in comparisons between profit and non-
profit organizations, employee turnover, computer end-user training, employee needs 
assessment, on-the-job performance and the development of online help systems. By 
addressing the areas which have been identified as being problematic, an MIS professional in a 
non-profit organization may take a proactive approach in dealing with staffing and training 
concerns. 
Radding (1991) notes that technological changes require staff to acquire new skills, 
while at the same time economic pressures will reduce the funds available for training. This 
study demonstrated that the implementation of an online help system significantly improved 
the ability of clerical employees to have their questions regarding system operations and 
software usage answered more quickly, resulting in increased productivity. 
Recommendations 
This study focused on the determination of employee comfort and frustration levels. 
The findings promoted the development of an ongoing plan to address the needs of these 
employees, resulting in increased productivity and a more efficient and effective work . 
environment. 
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When implementing an online help system, Kearsley (1988) points out that the time 
and resources which are required must be weighed against the payoffs of increased useability. 
Here it may be necessary to compare the average transaction time or average number of errors 
on using the software without online help with the system following the intervention. 
Productivity, resulting from improved useability may be translated into financial benefits in the 
form of reduced costs. These costs include the development and distribution of 
documentation, giving training seminars and providing user hotlines. The more useable a 
program or system is, as evidenced by the implementation of online help, the less support it 
will require. 
This research is an exploratory effort that provides useful information on the needs of 
clerical employees in non-profit organizations and how the implementation of an online help 
system may improve their efficiency and job satisfaction. Since the study was limited to 
employees of the Greater New York Councils, Boy Scouts of America, larger sample sizes 
and greater diversity of work populations may improve the quality of the results and may 
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enhance external validity. Other demographic variables such as the types of organizations, the 
age of the organization (e.g. growth, midlife or maturity), or the possible inclusion of 
comparison data from employees in for-profit organizations may be areas for future research. 
Summary 
One purpose of this dissertation was to focus attention on the problems which non-
profit organizations face in dealing with employee dissatisfaction and turnover among clerical 
staff whose principal responsibility is data entry. To address the problem, a presentation on 
the background for the study, a discussion of the managerial and information systems 
implications, and conducting an end-user needs assessment culminated in the development of 
an online help system for users of the membership management programs designed for non-
profit organizations by Computer Systems Consultants, Inc. The system enables the data entry 
staff to easily locate the answers to most of their commonly asked questions without picking-
up the telephone or leaving their workstation, thus reducing the need for and the associated 
costs of attendance at formal training programs. It also served to improve the self-esteem of 
the employees, as they gained confidence in being able to address their own problems rather 
than continually calling the information systems (MIS) department for assistance. 
A survey (Appendix C) was conducted at the beginning of the study to determine 
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these needs. Following the implementation of an online help system the survey was once 
again conducted, this time to ascertain whether the intervention yielded any change in 
perception regarding the use of the membership management programs. The results 
demonstrate that the online help system was instrumental in reducing the time which was 
required to locate the answer to a system-related question, or the solution to a problem, 
without human (e.g. supervisor, co-worker or MIS department) intervention. Of those 
employees who regularly use the fund raising programs, 70% found the programs to be either 
somewhat or extremely easy following intervention, as opposed to only 36.9% prior to 
implementation. After learning to use the help system, 60% use it regularly, with 100% of 
respondents believing that the help system will assist them to resolve their problem in the 
shortest period of time, as compared to reading a manual, calling MIS or asking a co-worker 
or supervisor for assistance. When asked for their perception of online help following 
implementation of the system, 31.8% of the respondents found it to be somewhat useful, 
31.8% found it to be very useful, and the remaining 36.4% believed that online help was 
extremely useful in helping them solve their computer-related problems on the mM AS/400 
platform. 
As the result of completion of this project, it is hoped that the local councils of the 
Boy Scouts of America, Greater New York Councils, and non-profit organizations in general 
will benefit by having a model which may be used to develop an information systems approach 
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to addressing the many unique needs of staff members in these organizations. This will help to 
ensure the continued viability of the institutions throughout the decade of the 1990's. 
One of the reasons why there is a lack of useful theory for help systems is the absence of 
systematic research on the topic, according to Kearsley (1988). Completion of this research 
project, and the subsequent sharing of the results of the study with the various executives and 
managers of non-profit organizations, will enable them to better compete for the scarce 
resources which will be available in the future. 
It is also expected that this project will help to break new ground in the management 
of non-profit organizations, in that it was demonstrated that individual employees (users) were 
empowered to help answer their own questions relating to application programs. This enabled 
managers to re-allocate their time to planning or addressing other problems in the 
organization. In addition, this project opens the possibility of additional research into the area 
of on-line help systems with far-reaching applications in both the non-profit and for-profit 
sectors. 
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APPENDIX A 
LIST OF NEW YORK CITY USERS OF 
CSCI NON-PROFIT MEMBERSHIP MANAGEMENT SYSTEM 
WNET/Channel Thirteen Educational Broadcasting 
356 West 58th Street 
New York, NY 10019 
Ms. Roberta Cardwell 
The Riverside Church 
490 Riverside Drive 
New York, NY 10027 
Ms. Kathy Carlisle 
Cornell University Medical College 
1300 York A venue 
New York, NY 10021 
Ms. Nancy Casserty 
The American Bible Society 
1865 Broadway 
New York, NY 10023 
Ms. Jackie Chin 
New York State Restuarant Association 
505 Eighth A venue 
New York, NY 10018 
Ms. Nadia Dickmay 
The Junior League of the City of New York 
130 East 80th Street 
New York, NY 10003 
Mr. William Duval 
Phoenix House Foundation, Inc. 
164 West 74th Street 
New York, NY 10023 
Mr. Howard Forbes 
The New York Zoological Society 
Bronx, NY 10460 
Mr. Tony Gatto 
American Friends of The Hebrew University 
11 East 69th Street 
New York, NY 10021 
Mr. Ricardo Gonzales 
Catholic Home Bureau 
1011 First Avenue - 7th Fl. 
New York, NY 10022 
Mr. Bill Jackson 
The Guggenheim Museum 
1071 Fifth Avenue 
New York, NY 10128 
. Mr. Bob Koppel 
Union of American Hebrew Congregations 
838 Fifth A venue 
New York, NY 10021 
Mr. Robert Lane 
Greater New York Councils Boy Scouts of America 
345 Hudson Street 
New York, NY 10014 
Ms. Mary Jane Lardner 
International Radio and Television Society 
420 Lexington A venue 
New York, NY 10170 
Ms. Nancy Masterson 
Foreign Policy Association 
729 Seventh A venue 
New York, NY 10019 
Mr. Chuck McMarin 
Queensborough Public Library 
89-11 Merrick Blvd. 
Jamaica, NY 11432 
Ms. Patricia Micek 
Parkinson's Disease Foundation 
Research Building 
640-650 West 168th Street 
New York, NY 10032 
Mr. Bill Mushorn 
American Society of Mechanical Engineers 
345 East 47th Street 
New York, NY 10017 
Mr. Pat Palermo 
Boys Clubs of America 
771 First A venue 
New York, NY 10017 
Ms. Chris Plunkett 
Audio Engineering Society 
60 East 42nd Street Suite 2520 
New York, NY 10165 
Mr. Ed Reilly 
Alcoholics Anonymous World Services, Inc. 
468 A venue South 
New York, NY 10016 
Mr. Peter Reilly 
South Street Seaport Museum 
207 Front Street 
New York, NY 10038 
Ms. Rosalinda Rice 
Cornell University Department of Ornithology 
159 Sapsucker Woods Road 
Ithaca, NY 14850 
Mr. Mark Rogers 
Society of Nuclear Medicine 
136 Madison A venue 
New York, NY 10016 
Mr. John Saggese 
Planned Parenthood Federation of America 
810 Seventh Avenue 
New York, NY 10019 
Mr. Don Schwarha 
The New York Academy of Sciences 
2 East 63rd Street 
New York, NY 10021 
Ms. Lynn Seiler 
The Human Resources Planning Society 
228 East 45th Street 
New York, NY 10017 
Ms. Barbara Seplowitz 
Union of Orthodox Jewish Congregations 
45 West 36th Street 
New York, NY 10018 
Ms. Geraldine Shallo 
The Asia Society 
725 Park A venue - 5th Floor 
New York, NY 10021 
Mr. Mark Shor 
Metropolitan Opera Association 
Lincoln Center 
New York, NY 10023 
Mr. Paul Stamp 
The United Negro College Fund 
500 East 62nd Street 
New York, NY 10021 
Ms. Mary SteinmueHer 
Outreach Project 
89-15 Woodhaven Blvd. 
Woodhaven, NY 11421 
APPENDIXB 
TYPICAL DATA PROCESSING QUESTIONS FROM CLERICAL STAFF 
o How to Back-up/Restore? 
o How to Condense a iIle? 
o How to Copy a iIle? 
o Why isn't document printing? 
o Why is text creeping up/down page? 
o Why isn't paper form feeding properly? 
o Why isn't my printer working? 
o How do I answer an error message? 
o How to underline? 
o How to bold? 
o How to do conditional text? 
o How to print envelopes? 
o How to print labels? 
o How to change fonts (in documents & printer)? 
o How to change bins? 
o How to change paper size? 
o Can I convert a Displaywrite/5 document to Officevision? 
o How to import/export rIles? 
o How to create database? 
o How to index database? 
o How many characters across page? 
o How many characters down page? 
o Why is toner smearing? 
o Why is document too light? 
o What does error code mean? 
o How to print multiple copics? 
o How to change paper size? 
o How to move/copy text? 
o How to delete nIcs? 
o What is laser page length? 
o What is laser envelope length? 
o How to print landscape? 
o Why won't my batch post? 
o Why won't my receipts print? 
o How do I align my checks? 
o How do I restart my printer? 
o How do I work with the printer queue? 
o My printer indicator shows "Offline", what do I do? 
APPENDIX C 
GREATER NEW YORK COUNCILS BOY SCOUTS OF AMERICA 
M.I.S. NEEDS ASSESSMENT 
Please answer the following questions to the best of your ability by circling 
the appropriate letter corresponding to your answer or by rilling in the blanks. 
1. Approximately how often do you use the AS/400 computer? 
a. Constantly, every day 
b. Daily, on a sporadic basis 
c. A few times each week 
d. Once a week or less 
e. Not at all 
(If you answered "e", please skip to question #41) 
2. How difficult is it for you to obtain the exact report, 
document or information which you require? 
a. Very/always have a problem 
b. Somewhat/usually have a problem 
c. Occasionally have a problem 
d. Infrequently have a problem 
e. Never have a problem 
3. Difficulty using the system is encountered 
a. Every time I use the system 
b. Almost every time I use the system 
c. Neutral 
d. Almost never 
e. I never have problems with the system 
4. What functions do you perform on the AS/400? (Circle all that 
apply) 
a. Data Entry 
b. Word processing/data merge 
c. Running reports 
d. Making inquiries 
e. Other 
--------------------
5. Which AS/400 programs do you currently use? (Circle all 
that apply) 
a. Fund Raising Master (FR) 
b. Individual Master File Processing (IN) 
c. Word Processing/Data Merge (WP) 
d. Cash Receipting/Payables (CR) 
e. Variable Selection to run reports (VS) 
f. Other 
-------------------
For the next group of questions, please respond by circling the appropriate 
letter for EACH program which you currently use. (Skip a section if you do not 
currently use that program on the AS/400). 
FUND RAISING 
6. Howfrequently do you Use the program? 
a. Constantly/every day 
b. Daily/on a sporadic basis 
c. A few times each week 
d. Once a week 
e. Not at all 
1. How difficult to you consider using the program? 
a. Extremely difficult 
b. Somewhat difficult 
c. Neither easy nor difficult 
d. Somewhat easy 
e. Extremely easy 
8. When you require assistance on a particular task which is 
unclear, DO YOU irrst 
a. Call the MIS Department 
b. Refer to a manual 
c. Seek assistance from co-worker 
d. Seek assistance from supervisor 
e. Use online help 
9. Please respond to the following question by ranking your 
answers in order of preference using 1 for your f"Irst choice, 
2 for your second, 3 for third, 4 for fourth and 5 for rIfth. 
When you require assistance on using a program, would you 
PREFER TO 
a. Call the MIS Department 
b. Find the information which 
you require on the computer 
itself using a 'help' key 
c. Find the information in a 
printed manual 
__ d. Ask a co-worker for help 
__ e. Ask your supervisor for help 
10. How often do you usually require assistance to use a 
program? 
a. Constantly 
b. Frequently 
c. Occasionally 
d. Seldom 
e. Never 
11. What do yourmd to be the most troublesome when using a 
program? 
a. Knowing what will happen when 
you select an option from a 
menu 
b. Knowing if the report which 
you requested is actually 
running 
c. Knowing when or where your 
report printed 
d. Knowing how to use your printer 
e. Knowing how to use your 
terminal or P.C. 
f. All of the above 
g. None of the above 
12. When you have a question or problem regarding the AS/400, on 
the average how long does it take. you to receive a solution 
A. If you call the MIS Department 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
B. If you use a manual 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
C. If you ask a co-worker 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
D. If you ask a supervisor 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
E. If you use online help 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
INDIVIDUAL (MEMBER) FILE PROCESSING 
13. How frequently do you use the program? 
a. Constantly/every day 
b. Daily/on a sporadic basis 
c. A few times each week 
d. Once a week 
e. Not at all 
14. How difficult to you consider using the program? 
a. Extremely difficult 
b. Somewhat difficult 
c. Neither easy nor difficult 
d. Somewhat easy 
e. Extremely easy 
15. When you require assistance on a particular task which is 
unclear, DO YOU first 
a. Call the MIS Department 
b. Refer to a manual 
c. Seek assistance from co-worker 
d. Seek assistance from supervisor 
16. When you require assistance on using a program, would you 
PREFER TO 
a. Call the MIS Department 
h. Find the information which 
you require on the computer 
itself using a 'help' key 
c. Find the information in a 
printed manual 
d. Ask a co-worker for help 
e. Ask your supervisor for help 
17. How often do you usually require assistance to use a 
program? 
a. Constantly 
h. Frequently 
c. Occasionally 
d. Seldom 
e. Never 
18. What do you find to be the most troublesome when using a 
program? 
a. Knowing what will happen when 
you select an option from a 
menu 
h. Knowing if the report which 
you requested is actually 
running 
c. Knowing when or where your 
report printed 
d. Knowing how to use your printer 
e. Knowing how to use your terminal or P.C. 
f. All of the above 
g. None of the above 
19. When you have a question or problem regarding the AS/400, on 
the average how long does it take you to receive a solution 
A. If you call the MIS Department 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
B. If you use a manual 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
C. If you ask a co-worker 
a. Within 5 minutes 
h. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
D. If you ask a supervisor 
a. Within 5 minutes 
h. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e.more than 60 minutes 
E. H you use online help 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
WORD PROCESSING 
20. How frequently do you use the program? 
a. Constantly/every day 
b. Daily/on a sporadic basis 
c. A few times each week 
d. Once a week 
e. Not at all 
21. How difficult to you consider using the program? 
a. Extremely difficult 
b. Somewhat difficult 
c. Neither .easy nor difficult 
d. Somewhat easy 
e. Extremely easy 
22. When you require assistance on a particular task which is 
unclear, DO YOU first 
a. Call the MIS Department 
b. Refer to a manual 
c. Seek assistance from co-worker 
d. Seek assistance from supervisor 
e. Use online help 
23. When you require assistance on using a program, would you 
PREFER TO 
a. Call the MIS Department 
b. Find the information which 
you require on the computer 
itself using a 'help' key 
c. Find the information in a printed manual 
d. Ask a co-worker for help 
e. Ask your supervisor for help 
24. How often do you usually require assistance to use a 
program? 
a. Constantly 
b. Frequently 
c. Occasionally 
d. Seldom 
e. Never 
25. What do you f"md to be the most troublesome when using a 
program? 
a. Knowing what will happen when 
you select an option from a 
menu 
b. Knowing if the report which 
you requested is actually 
running 
c. Knowing when or where your 
report printed 
d. Knowing how to use your printer 
e. Knowing how to use your 
terminal or P.C. 
f. All of the above 
g. None of the above 
26. When you have a question or problem regarding the AS/400, on 
the average how long does it take you to receive a solution 
A. H you call the MIS Department 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
B. H you use a manual 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
C. H you ask a co-worker 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
D. H you ask a supervisor 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
E. If you use online help 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
CASH RECEIPTlNG/PAYABLES 
27. How frequently do you use the program? 
a. Constantly/every day 
b. Daily/on a sporadic basis 
c. A few times each week 
d. Once a week 
e. Not at all 
28. How difficult to you consider using the program? 
a. Extremely difficult 
b. Somewhat difficult 
c. Neither easy nor difficult 
d. Somewhat easy 
e. Extremely easy 
29. When you require assistance on a particular task which is 
unclear, DO YOU first 
a. Call the MIS Department 
b. Refer to a manual 
c. Seek assistance from co-worker 
d. Seek assistance from supervisor 
e. Use online help 
30. When you require assistance on using a program, would you 
PREFER TO 
a. Call the MIS Department 
b. Fmd the information which 
you require on the computer 
itself using a 'help' key 
c. Find the information in a printed manual 
d. Ask a co-worker for help 
e. Ask your supervisor for help 
31. How often do you usually require assistance to use a 
program? 
a. Constantly 
b. Frequently 
c. Occasionally 
d. Seldom 
e. Never 
32. What do you find to be the most troublesome when using a 
program? 
a. Knowing wbat will bappen when 
you select an option from a 
menu 
b. Knowing if the report which 
you requested is actually 
running 
c. Knowing when or where your 
report printed 
d. Knowing how to use your printer 
e. Knowing how to use your 
terminal or P.C. 
f. All of the above 
g. None of the above 
33. When you have a question or problem regarding the AS/400, on 
the average how long does it take you to receive a solution 
A. If you call the MIS Department 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
B. If you use a manual 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
C. If you ask a co-worker 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
D. If you ask a supervisor 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
E. If you use online help 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
VARIABLE SELECTION/REPORTS 
34. How frequently do you use the program? 
a. Constantly/every day 
b. Daily/on a sporadic basis 
c. A few times each week 
d. Once a week 
e. Not at all 
35. How difficult to you consider using the program? 
a. Extremely difficult 
b. Somewhat difficult 
c. Neither easy nor difficult 
d. Somewhat easy 
e. Extremely easy 
36. When you require assistance on a particular task which is 
unclear, DO YOU first 
a. Call the MIS Department 
b. Refer to a manual 
c. Seek assistance from co-worker 
d. Seek assistance from supervisor 
e. Use online help 
37. When you require assistance on using a program, would you 
PREFER TO 
a. Call the MIS Department 
b. Find the information which 
you require on the computer 
itself using a 'help' key 
c. Find the information in a printed manual 
d. Ask a co-worker for help 
e. Ask your supervisor for help 
38. How often do you usually require assistance to use a 
program? 
a. Constantly 
b. Frequently 
c. Occasionally 
d. Seldom 
e. Never 
39. What do you find to be the most troublesome when using a 
program? 
a. Knowing what will happen when 
you select an option from a 
menu 
b. Knowing if the report which 
you requested is actually 
running 
c. Knowing when or where your 
report printed 
d. Knowing how to use your printer 
e. Knowing how to use your 
terminal or P.C. 
f. All of the above 
g. None of the above 
40. When you have a question or problem regarding the AS/400, on 
the average how long does it take you to receive a solution 
A. If you call the MIS Department 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
B. If you use a manual 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
C. If you ask a co-worker 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
D. If you ask a supervisor 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
E. H you use online help 
a. Within 5 minutes 
b. 6 - 15 minutes 
c. 16 - 30 minutes 
d. 31 - 60 minutes 
e. more than 60 minutes 
PLEASE ANSWER ALL OF THE FOLLOWING QUESTIONS: 
41. H you were provided with the opportunity to receive a detailed "on-line" explanation 
of how to use a menu option or command, just by pressing a 
"help" key, would you find it to be 
a. Not useful at all 
b. Somewhat useful 
c. Very useful 
d. Extremely useful 
The following infonnation is requested so that we may properly classify your 
response to this questionnaire. 
42. How long have you been employed by GNYC? 
Years Months 
---- ----
43. Have you ever received fonnal classroom training on the 
following programs (check all that apply)? 
a. Fund Raising No __ Yes __ Year __ 
b. Individual Master Processing No Yes Year 
c. Word Processing/Mail Merge No Yes Year 
d. Cash Receipting/Payables No Yes Year 
e. Variable Selection/Reports No __ Yes Year 
44. Education (Circle highest level): 
a. High School Diploma/GED 
b. Some College 
c. Associates Degree 
d. Bachelors Degree 
e. Graduate School 
f. Graduate Degree 
45. How long have you been employed in your present position? 
Years Months 
46. Prior to your employment in your current position, was your 
previous assignment (with GNYC or with another employer) 
computer related? Yes __ No __ 
47. How long have you worked on or with a computer? 
Years Months 
48. In a previous work assignment, did you ever use an on-line 
help system? Yes __ No __ 
49. Sex: Male Female 
50. Age: 
a. Less than 25 years old 
b. 25 to 34 years old 
c. 35 to 44 years old 
d. 45 to 54 years old 
e. More than 54 years old 
Thank you for taking the time to complete the survey. The information which you 
provided will be held strictly confidential. 
APPENDIXD 
HLSON RESEARCH INC. HCSI NARRATIVE REPORT 
HILSON CAREER SATISFACTION INDEX 
Agency 0208-6 Date 01107/93 Case 1 
Sex -M- Race -W-
INTRODUCTION 
This report is intended to be used as an aid in assessing an individual's 
emotional adjustment and current work satisfaction. It is not intended for use 
as a fmal evaluative report regarding a person I s ultimate job suitability, 
fitness for duty, or for making final promotional decisions. It has been 
developed with the purpose of providing relevant material to be further 
explored in individual interviews and investigations. These results are 
also intended to provide supportive material with regard to administrative 
decisions. It is expected that the results will be used as one component in a 
comprehensive evaluation procedure including other elements such as written 
tests, interviews, and investigations. 
Response Style 
This individual was willing to admit to minor shortcomings suggesting that 
he was candid in responding to items on this test. 
Stress Patterns 
Compared to others tested, this person falls within the average range with 
regard to risk for stress-related behavior patterns. 
He does not admit to a large number of physical symptoms or minor illnesses 
that might adversely affect job performance. He does not appear to be overly concerned 
about his health, and may not be particularly prone to stress-related physical complaints 
or illnesses. 
Based on responses to this test, this individual does not appear to be an 
abuser of alcohol or drugs. He has denied habitual drinking or drug use. 
There is indication that this person has at least some friendships and/or 
family relationships that can provide support in times of stress. 
Anger/Hostility Patterns 
Antisocial behaviors or antagonistic attitudes relating to work and supervisors 
were generally denied on this inventory. 
He has not admitted to a pattern of disciplinary infractions on the job. 
* This individual has endorsed items indicating that he tends to excuse some 
types of work behavior such as chronic lateness or absence. He may feel 
that, under certain circumstances, behaviors such as petty theft can be 
justified. To some extent, he appears to believe that employees are 
entitled to abuse privileges afforded by their work situations. 
According to item responses, he does not appear to be overly aggressive 
or hostile towards others. 
Dissatisfaction with Career 
While all of his work-related goals may not be met at this time, he appears 
to be fairly content with his general career progress. 
* This individual reported having some difficulties in his relationship 
with his supervisor(s). Item endorsements suggest conflicts at work, 
feelings of not being appreciated, and/or outright resentment and lack of 
respect for the administration. He has expressed negative attitudes that 
may be a reflection of conflicts with his current boss and/or general job 
dissatisfaction. Further investigation is necessary to determine whether 
or not this represents a continuing pattern of authority conflict. 
He does not admit to any serious problems in getting along with co-workers. 
Relationships with peers at work appear to be at least adequate. 
Serious complaints about the emotional rewards of his current job were 
not expressed on this inventory. He has denied most items suggesting 
any strong desire to leave or to significantly change his employment situation. He may be 
generally content with his current job. 
HCSI CRITICAL ITEMS FOR FOLLOW-UP EVALUATION 
The following endorsed item(s) may provide useful leads for follow up 
interviews and/or further investigations. Since individual items may have been endorsed 
in error, they should not be used alone as a basis for making decisions, 
and should be verified by the tested individual and! or by outside sources whenever 
possible. 
Stress Symptoms/Interpersonal Support 
71. I have frequent headaches at least partly due to stress at 
work (T) 
Temperament 
52. Some of my friends have said I get too excited when things go wrong (T) 
Critical Item Total = 2 Case 1 Page 4 
Agency 0208-6 Date 01107/93 Case 2 
Sex -M- Race -W-
INTRODUCTION 
This report is intended to be used as an aid in assessing an 
individual's emotional adjustment and current work satisfaction. 
It is not intended for use as a fmal evaluative report regarding 
a person's ultimate job suitability, fitness for duty, or for 
making fmal promotional decisions. It has been developed with 
the purpose of providing relevant material to be further explored 
in individual interviews and investigations. These results ar~ 
also intended to provide supportive material with regard to 
administrative decisions. It is expected that the results will 
be used as one component in a comprehensive evaluation procedure 
including other elements such as written tests, interviews, and 
investigations. 
Response Style 
** This individual showed an unusual reluctance to reveal himself 
and was extremely guarded in answering the questions on this 
inventory. He presented an unrealistically virtuous picture. 
Any activities and feelings which deviate from social norms were 
denied. A strong need for approval and/or a stereotyped response 
pattern is indicated. Scores on other scales may be artificially 
depressed due to this candidate's clearly defensive test-taking 
style. 
Stress Patterns 
Compared to others tested, this person falls within the average 
range with regard to risk for stress-related behavior patterns. 
He does not admit to a large number of physical symptoms or minor 
illnesses that might adversely affect job performance. He does 
not appear to be overly concerned about his health, and may not 
be particularly prone to stress-related physical complaints or 
illnesses. 
Based on responses to this test, this individual does not appear 
to be an abuser of alcohol or drugs. He has denied habitual 
drinking or drug use. 
There is indication that this person has at least some friendships 
and/ or family relationships that can provide support in times of 
stress. 
Anger/Hostility Patterns 
Antisocial behaviors or antagonistic attitudes relating to work 
and supervisors were generally denied on this inventory. 
He has not admitted to a pattern of disciplinary infractions on 
the job. 
This individual has endorsed items indicating that he does not 
excuse or justify behaviors such as petty theft at work or chronic 
lateness or absence. He does not appear to feel entitled to 
abuse privileges afforded to employees. 
According to item responses, he does not appear to be overly 
aggressive or hostile towards others. 
Dissatisfaction with Career 
While all of his work-related goals may not be met at this time, 
he appears to be fairly content with his general career progress. 
This individual reported having at least an adequate relationship 
with his supervisor(s). Item endorsements suggest that either 
there are no major conflicts at work or that he is not willing 
to admit negative feelings towards his boss(es). 
He does not admit to any serious problems in getting along with 
co-workers. Relationships with peers at work appear to be at 
least adequate. 
Serious complaints about the emotional rewards of his current job 
were not expressed on this inventory. He has denied most items 
suggesting any strong desire to leave or to significantly change 
his employment situation. He may be generally content with his 
current job. 
HCSI CRITICAL ITEMS FOR FOLWW-UP EVALUATION 
The following endorsed item(s) may provide useful leads 
for follow up interviews and/or further investigations. Since 
individual items may have been endorsed in error, they should 
not be used alone as a basis for making decisions, and should 
be verified by the tested individual and/or by outside sources 
whenever possible. 
Stress Symptoms/Interpersonal Support 
133. I often feel dizziness, rapid heart beat, or very shaky 
feelings because of the pressure of this job (T) 
Attitude Towards Theft 
64. I think it is sometimes OK to take petty items from work (T) 
Critical Item Total = 2 
Agency 0208-6 Date 01/07/93 Case 3 
Sex -F- Race -W-
INTRODUCTION 
This report is intended to be used as an aid in assessing an 
individual's emotional adjustment and current work satisfaction. 
It is not intended for use as a final evaluative report regarding 
a person's ultimate job suitability, fitness for duty, or for 
making imal promotional decisions. It has been developed with 
the purpose of providing relevant material to be further explored 
in individual interviews and investigations. These results are 
also intended to provide supportive material with regard to 
administrative decisions. It is expected that the results will 
be used as one component in a comprehensive evaluation procedure 
including other elements such as written tests, interviews, and 
investigations. 
Response Style 
This individual was willing to admit to minor shortcomings 
suggesting that she was candid in responding to items on this 
test. 
Stress Patterns 
Compared to others tested, this person falls within the average 
range with regard to risk for stress-related behavior patterns. 
She does not admit to a large number of physical symptoms or 
minor illnesses that might adversely affect job performance. She 
does not appear to be overly concerned about her health, and may 
not be particularly prone to stress-related physical complaints 
or illnesses. 
* Based on responses to this test, this individual may be a habitual 
user of alcohol or drugs. She may be a recreational drinker with 
a good alcohol tolerance and/or have at least a casual experience 
with marijuana or other drUgs. Check drinking and drug use 
habits carefully. 
There is indication that this person has at least some friendships 
and/ or family relationships that can provide support in times of 
stress. 
Anger/Hostility Patterns 
** Antisocial behaviors and/or antagonistic attitudes relating to 
work and supervisors were admitted on this inventory. A pattern 
of anger and hostility toward authority may be evident. 
She has not admitted to a pattern of disciplinary infractions on 
the job. 
** This individual has endorsed several items indicating that she 
excuses some types of work behavior such as chronic lateness or 
absence. She may feel that petty theft at work can also be 
justified. She appears to hold the belief that employees are 
entitled to abuse privileges afforded by their work situations. 
She may also have some detached, skeptical, or antisocial views. 
She may feel that life is generally unfair and that people are 
justified in using any means possible in order to "beat the 
system." Such attitudes are frequently associated with a pattern 
of antisocial activity. 
** According to item responses, she appears to be an impulsive, 
perhaps even resentful, person who tends to overreact and may 
become volatile at times. She may have difficulty controlling 
her temper when under stress. She may also believe that life is 
usually unfair and that self-serving motives are most appropriate. 
Anger and hostility may be expressed more frequently by this 
individual than by others who face similar situations. A careful 
check of recent work performance is strongly recommended before 
she is placed in a position of authority. 
Dissatisfaction with Career 
While all of her work-related goals may not be met at this time, 
she appears to be fairly content with her general career 
progress. 
This individual reported having at least an adequate relationship 
with her supervisor(s). Item endorsements suggest that either 
there are no major conflicts at work or that she is not willing 
to admit negative feelings towards her boss(es). 
She does not admit to any serious problems in getting along with 
co-workers. Relationships with peers at work appear to be at 
least adequate. 
Serious complaints about the emotional rewards of her current job 
were not expressed on this inventory. She has denied most items 
suggesting any strong desire to leave or to significantly change 
her employment situation. She may be generally content with her 
current job. 
HCSI CRITICAL ITEMS FOR FOLLOW-UP EVALUATION 
The following endorsed item(s) may provide useful leads 
for follow up interviews and/or further investigations. Since 
individual items may have been endorsed in error, they should 
not be used alone as a basis for making decisions, and should 
be verified by the tested individual and/or by outside sources 
whenever possible. 
· Stress Symptoms/Interpersonal Support 
71. I have frequent headaches at least partly due to stress at 
work (1') 
127. I suffer from back or neck pain (1') 
Alcohol/Drug Use 
63. I have occasionally used marijuana or other drugs to 
relax (1') 
84. After a bad day at work, I really feel the need for a drink 
to relax (1') 
Job Difficulties 
118. This year, I have been late more than two times in one 
month (1') 
132. I can do a lot more than my supervisors think I can do on 
this job (1') 
135. I am often late for work due to situations beyond my 
control (1') 
Temperament 
23. I have had problems getting along with people on this job 
that I never expected (1') 
86. People don't know how angry I really feel sometimes (1') 
92. There are times when I really have to hold myself back from 
punching someone (1') 
105. Some people have said I should learn to control my temper 
better at work (1') 
116. People are afraid of making me angry (1') 
Attitude Towards Theft 
64. I think it is sometimes OK to take petty items from work (1') 
Critical Item Total = 13 
Agency 0208-6 Date 01107/93 Case 4 
Sex -F- Race -B-
INTRODUCTION 
This report is intended to be used as an aid in assessing. an 
individual's emotional adjustment and current work satisfaction. 
It is not intended for use as a f"mal evaluative report regarding 
a person's ultimate job suitability, fitness for duty, or for 
making f"mal promotional decisions. It has been developed with 
the purpose of providing relevant material to further explored 
in individual interviews and investigations. These results are 
also intended to provide supportive material with regard to 
administrative decisions. It is expected that the results will 
be used as one component in a comprehensive evaluation procedure 
including other elements such as written tests, interviews, and 
investigations. 
Response Style 
* This individual has not been entirely candid about her feelings 
and/or behaviors. Socially acceptable responses have been 
favored, particularly with regard to interactions with others. 
She has denied minimal shortcomings that most people readily 
admit to ha,!ing. Limited insight and strong concern for 
appearances are indicated. This tendency to deny shortcomings 
may. have impaired the validity of her test and resulted in lower 
scores on other scales. 
Stress Patterns 
Compared to others tested, this person falls within the average 
range with regard to risk for stress-related behavior patterns. 
She does not admit to a large number of physical symptoms or 
minor illnesses that might adversely affect job performance. She 
does not appear to be overly concerned about her health, and may 
not be particularly prone to stress-related physical complaints 
or illnesses. 
Based on responses to this test, this individual does not appear 
to be an abuser of alcohol or drugs. She has denied habitual 
drinking or drug use. 
* There is some indication that this person may not have significant 
friendships and/or family relationships that can provide support 
in times of stress. If there are physical stress symptoms 
present, lack of a social support network may suggest further 
risk for stress- related difficulties. 
Anger/Hostility Patterns 
Antisocial behaviors or antagonistic attitudes relating to work 
and supervisors were generally denied on this inventory. 
She has not admitted to a pattern of disciplinary infractions on 
the job. 
This individual has endorsed items indicating that she does not 
excuse or justify behaviors such as petty theft at work or chronic 
lateness or absence. She does not appear to feel entitled to 
abuse privileges afforded to employees. 
According to item responses, she does not appear to be overly 
aggressive or hostile towards others. 
Dissatisfaction with Career 
While all of her work-related goals may not be met at this time, 
she appears to be fairly content with her general career 
progress. 
This individual reported having at least an adequate relationship 
with her supervisor(s). Item endorsements suggest that either 
there are no maj or conflicts at work or that she is not willing 
to admit negative feelings towards her boss(es). 
** She appears to have some difficulty trusting and/or getting along 
with her peers at work. She may feel that colleagues cannot be 
counted on to help solve work-related problems and she may tend 
to overreact to criticism from co-workers. The quality of her 
social interactions on the job should be further explored, 
especially if she is being considered for a position requiring 
strong interpersonal skills or administrative abilities. 
Serious complaints about the emotional rewards of her current job 
were not expressed on this inventory. She has denied most items 
suggesting any strong desire to leave or to significantly change 
her employment situation. She may be generally content with her 
current job. 
RCSI CRITICAL ITEMS FOR FOLLOW-UP EVALUATION 
The following endorsed item(s) may provide useful leads 
for follow up interviews and/or further investigations. Since 
individual items may have been endorsed in error, they should 
not be used alone as a basis for making decisions, and should 
be verified by the tested individual and/or by outside sources 
whenever possible. 
Stress Symptoms/Interpersonal Support 
45. When I have a bad day at work, I have a very close friend I 
can talk to about it (F) 
54. I have had counseling for problems that were at least partly 
caused by this job (T) 
Alcohol/Drug Use 
38. Some people who do not know me really well have said I 
sometimes drink too much· (1) 
Job Difficulties 
49. I feel that a group of co-workers has discriminated against 
me because of my race or religion (T) 
132. I can do a lot more than my supervisors think I can do on 
this job (1) 
Temperament 
58. As an adult, I have had at least one fistfight that was not 
job-related (1) 
86. People don't know how angry I really feel sometimes (T) 
Critical Item Total = 7 
Agency 0208-6 Date 01107/93 Case 5 
Sex -M- Race -W-
INTRODUCTION 
This report is intended to be used as an aid in assessing an 
individual's emotional adjustment and current work satisfaction. 
It is not intended for use as a final evaluative report regarding 
a person's ultimate job suitability, fitness for duty, or for 
making final promotional decisions. It has been developed with 
the purpose of providing relevant material to be further explored 
in individual interviews and investigations. These results are 
also intended to provide supportive material with regard to 
administrative decisions. It is expected that the results will 
be used as one component in a comprehensive evaluation procedure 
including other elements such as written tests, interviews, and 
investigations. 
Response Style 
* This individual has not been entirely candid about his feelings 
and/or behaviors. Socially acceptable responses have been 
favored, particularly with regard to interactions with others. 
He has denied minimal shortcomings that most people readily admit 
to having. Limited insight and strong concern for appearances 
are indicated. This tendency to deny shortcomings may have 
impaired the validity of his test and resulted in lower scores 
on other scales. 
Stress Patterns 
Compared to others tested, this person falls within the average 
range with regard to risk for stress-related behavior patterns. 
He does not admit to a large number of physical symptoms or minor 
illnesses that might adversely affect job performance. He does 
not appear to be overly concerned about his health, and may not 
be particularly prone to stress-related physical complaints or 
illnesses. 
Based on responses to this test, this individual does not appear 
to be an abuser of alcohol or drugs. He has denied habitual 
drinking or drug use. 
There is indication that this person has at least some friendships 
and/ or family relationships that can provide support in times of 
stress. 
Anger/Hostility Patterns 
Antisocial behaviors or antagonistic attitudes relating to work 
and· supervisors were generally denied on this inventory. 
He has not admitted to a pattern of disciplinary infractions on 
the job. 
* This individual has endorsed items indicating that he tends to 
excuse some types of work behavior such as chronic lateness or 
absence. He may feel that, under certain circumstances, behaviors 
such as petty theft can be justified. To some extent, he appears 
to believe that employees are entitled to abuse privileges 
afforded by their work situations. 
According to item responses, he does not appear to be overly 
aggressive or hostile towards others. 
Dissatisfaction with Career 
While all of his work-related goals may not be met at this time, 
he appears to be fairly content with his general career progress. 
This individual reported having at least an adequate relationship 
with his supervisor(s). Item endorsements suggest that either 
there are no major conflicts at work or that he is not willing 
to admit negative feelings towards his boss(es). 
He does not admit to any serious problems in getting along with 
co-workers. Relationships with peers at work appear to be at 
least adequate. 
Serious complaints about the emotional rewards of his current job 
were not expressed on this inventory. He has denied most items 
suggesting any strong desire to leave or to significantly change 
his employment situation. He may be generally content with his 
current job. 
HCSI CRITICAL ITEMS FOR FOLLOW-UP EVALUATION 
The following endorsed item(s) may provide useful leads 
for follow up interviews and!or further investigations. Since 
individual items may have been endorsed in error, they should 
not be used alone as a basis for making decisions, and should 
be verified by the tested individual and! or by outside sources 
whenever possible. 
Job Difficulties 
16. I have had a formal disciplinary action or reprimand at 
work (T) 
Critical Item Total = 1 
Agency 0208-6 Date 01107/93 Case 6 
Sex -M- Race -W-
INTRODUCTION 
This report is intended to be used as an aid in assessing an 
individual's emotional adjustment and current work satisfaction. 
It is not intended for use as a final evaluative report regarding 
a person's ultimate job suitability, fitness for duty, or for 
making final promotional decisions. It has been developed with 
the purpose of providing relevant material to be further explored 
in individual interviews and investigations. These results are 
also intended to provide supportive material with regard to 
administrative decisions. It is expected that the results will 
be used as one component in a comprehensive evaluation procedure 
including other elements such as written tests, interviews, and 
investigations. 
Response Style 
This individual was willing to admit to minor shortcomings 
suggesting that he was candid in responding to items on this 
test. 
Stress Patterns 
Compared to others tested, this person falls within the average 
range with regard to risk for stress-related behavior patterns. 
He does not admit to a large number of physical symptoms or minor 
illnesses that might adversely affect job performance. He does 
not appear to be overly concerned about his health, and may not 
be particularly prone to stress-related physical complaints or 
illnesses. 
* Based on responses to this test, this individual may be a habitual 
user of alcohol or drugs. He may be a recreational drinker with 
a good alcohol tolerance andlor have at least a casual experience 
with marijuana or other drugs. Check drinking and drug use 
habits carefully. 
There is indication that this person has at least some friendships 
andlor family relationships that can provide support in times of 
stress. 
Anger/Hostility Patterns 
* Some antisocial behaviors or antagonistic attitudes relating to 
work andlor supervisors were endorsed on this inventory. 
He has not admitted to a pattern of disciplinary infractions on 
the job. 
** This individual has endorsed several items indicating that he 
excuses some types of work behavior such as chronic lateness or 
absence. He may feel that petty theft at work can also be 
justified. He appears to hold the belief that employees are 
entitled to abuse privileges afforded by their work situations. 
He may also have some detached, skeptical, or antisocial views. 
He may feel that life is generally unfair and that people are 
justified in using any means possible in order to "beat the 
system." Such attitudes are frequently associated with a pattern 
of antisocial activity. 
* According to item responses, he may have a tendency to become 
easily annoyed by the actions of others. When he feels someone 
has taken advantage of him or that he has been treated unfairly, 
he may have some difficulty controlling his temper. He may 
believe that life is usually unfair and that self-serving motives 
are most appropriate. 
Dissatisfaction with Career 
While all of his work-related goals may not be met at this time, 
he appears to be fairly content with his general career progress. 
This individual reported having at least an adequate relationship 
with his supervisor(s). Item endorsements suggest that either 
there are no maj or conflicts at work or that he is not willing 
to admit negative feelings towards his boss(es). 
* He may have some difficulty trusting peers at work. He may feel 
that his colleagues cannot be counted on to help solve work-related 
problems and he may be somewhat sensitive to criticism. The 
quality of his social interactions on the job should be further 
explored, especially if he is being considered for a position 
requiring strong interpersonal skills. 
* Some complaints about the emotional rewards of his present job 
were expressed on this inventory. He appears to feel that he has 
not received enough recognition for his efforts and may feel his 
current position does not offer adequate potential for 
advancement. Because of his dissatisfaction, he may now be 
looking for ways to change or even leave his present job. It is 
suggested that these concerns be addressed by his supervisor(s) 
with reference to the quality of his recent work performance. 
HCSI CRITICAL ITEMS FOR FOLWW-UP EVALUATION 
The following endorsed item(s) may provide useful leads 
for follow up interviews and/or further investigations. Since 
individual items may have been endorsed in error, they should 
not be used alone as a basis for making decisions, and should 
be verified by the tested individual and/or by outside sources 
whenever possible. 
Alcohol/Drug Use 
84. After a bad day at work, I really feel the need for a drink 
to relax(T) 
Job Difficulties 
83. I feel that my supervisors usually handle employees fairly 
in disciplinary actions or hearings (F) 
118. This year, I have been late more than two times in one 
month (T) 
Temperament 
23. I have had problems getting along with people on this job 
that I never expected (T) 
52. Some of my friends have said I get too excited when things 
go wrong (T) 
86. People don't know how angry I really feel sometimes (T) 
92. There are times when I really have to hold myself back from 
punching someone (T) 
105. Some people have said I should learn to control my temper 
better at work (1) 
Attitude Towards Theft 
64. I think it is sometimes OK to take petty items from work (1) 
Critical Item Total = 9 
Agency 0208-6 Date 01107/93 Case 7 
Sex -F- Race-B-
INTRODUCTION 
This report is intended to be used as an aid in assessing an 
individual's emotional adjustment and current work satisfaction. 
It is not intended for use as a f"mal evaluative report regarding 
a person's ultimate job suitability, fitness for duty, or for 
making final promotional decisions. It has been developed with 
the purpose of providing relevant material to be further explored 
in individual interviews and investigations. These results are 
also intended to provide supportive material with regard to 
administrative decisions. It is expected that the results will 
be used as one component in a comprehensive evaluation procedure 
including other elements such as written tests, interviews, and 
investigations. 
Response Style 
This individual was willing to admit to minor shortcomings 
suggesting that she was candid in responding to items on this 
test. 
Stress Patterns 
Compared to others tested, this person falls within the average 
range with regard to risk for stress-related behavior patterns. 
* She has admitted to a number of specific physical symptoms. This 
may include stomachaches, headaches, difficulty sleeping, fatigue, 
and! or other stress-related ailments. She may be overly concerned 
about her health, may be anxious or depressed, and may sometimes 
develop physical conditions that impair daily functioning and 
lead to absence on the job. Attention should be paid to this 
individual's reactions to stressful situations. She appears 10 
have some concerns about her well-being and may view complaining 
to others as socially acceptable behavior. In times of stress 
or job pressure, this person may seek to relieve frustrations by 
complaining of minor physical ailments rather than by expressing 
anger or negative feelings directly. Any past pattern of poor 
work attendance should be considered with reference to the above. 
comments. 
Based on responses to this test, this individual does not appear 
to be an abuser of alcohol or drugs. She has denied habitual 
drinking or drug use. 
There is indication that this person has at least some friendships 
and/ or family relationships that can provide support in times of 
stress. 
Anger/Hostility Patterns 
* Some antisocial behaviors or antagonistic attitudes relating to 
work and/or supervisors were endorsed on this inventory. 
She has not admitted to a pattern of disciplinary infractions on 
the job. 
* This individual has endorsed items indicating that she tends to 
excuse some types of work behavior such as chronic lateness or 
absence. She may feel that, under certain circumstances, 
behaviors such as petty theft can be justified. To some extent, 
she appears to believe that employees are entitled to abuse 
privileges afforded by their work situations. 
:Ie According to item responses, she may have a tendency to become 
easily annoyed by the actions of others. When she feels someone 
has taken advantage of her or that she has been treated unfairly, 
she may have some difficulty controlling her temper. She may 
believe that life is usually unfair and that self-serving motives 
are most appropriate. 
Dissatisfaction with Career 
While all of her work-related goals may not be met at this time, 
she appears to be fairly content with her general career 
progress. 
This individual reported having at least an adequ~te relationship 
with her supervisor(s). Item endorsements suggest that either 
there are no major conflicts at work or that she is not willing 
to admit negative feelings towards her boss(es). 
:Ie She may have some difficulty trusting peers at work. She may 
feel that her colleagues cannot be counted on to help solve 
work-related problems and she may be somewhat sensitive to 
criticism. The quality of her social interactions on the job 
should be further explored, especially if she is being considered 
for a position requiring strong interpersonal skills. 
Serious complaints about the emotional rewards of her current job 
were not expressed on this inventory. She has denied most items 
suggesting any strong desire to leave or to significantly change 
her employment situation. She may be generally content with her 
current job. 
HCSI CRITICAL ITEMS FOR FOLLOW-UP EVALUATION 
The following endorsed item(s) may provide useful leads 
for follow up interviews and/or further investigations. Since 
individual items may have been endorsed in error, they should 
not be used alone as a basis for making decisions, and should 
be verified by the tested individual and! or by outside sources 
whenever possible. 
Stress Symptoms/Interpersonal Support 
71. I have frequent headaches at least partly due to stress at 
work (T) 
78. I have thought of suicide within the past two years (T) 
127. I suffer from back or neck pain (T) 
154. My doctor has told me I have high blood pressure (T) 
Job Difficulties 
74. This year, I have been reprimanded for being late (T) 
118. This year, I have been late more than two times in one 
month (T) 
Temperament 
52. Some of my friends have said I get too excited when things 
go wrong (T) 
86. People don't know how angry I really feel sometimes (T) 
Critical Item Total = 8 
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